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Abstract:   This paper explores the tradeoffs between service and sales in phone center
operations in retail banking, and develops an analytical approach to quantify the costs and
benefits of moving toward a sales-focused operation.  Empirical evidence from retail
banking call centers is provided, along with a numerical example demonstrating the use of
the analytical approach in the context of one major retail banking call center.  It is shown
that in addition to its visible costs, like training and technology to build support systems for
sales activities, cross-selling can have detrimental effects on customer service due to the
additional load it creates on the system.  It is furthermore demonstrated that designing the
right process and adopting human resource practices that support this design are critical in
determining the success of a cross-sell program.7R 6HOO RU 1RW 7R 6HOO 'HWHUPLQLQJ WKH 7UDGHRmV
EHWZHHQ 6HUYLFH DQG 6DOHV LQ 5HWDLO %DQNLQJ
3KRQH &HQWHUV
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$EVWUDFW
7KLV SDSHU H[SORUHV WKH WUDGHRmV EHWZHHQ VHUYLFH DQG VDOHV LQ SKRQH FHQWHU RSHUD
WLRQV LQ UHWDLO EDQNLQJ DQG GHYHORSV DQ DQDO\WLFDO DSSURDFK WR TXDQWLI\ WKH FRVWV DQG
EHQHnWV RI PRYLQJ WRZDUG D VDOHVIRFXVHG RSHUDWLRQ (PSLULFDO HYLGHQFH IURP UHWDLO
EDQNLQJ FDOO FHQWHUV LV SURYLGHG DORQJ ZLWK D QXPHULFDO H[DPSOH GHPRQVWUDWLQJ WKH
XVH RI WKH DQDO\WLFDO DSSURDFK LQ WKH FRQWH[W RI RQH PDMRU UHWDLO EDQNLQJ FDOO FHQWHU
,W LV VKRZQ WKDW LQ DGGLWLRQ WR LWV YLVLEOH FRVWV OLNH WUDLQLQJ DQG WHFKQRORJ\ WR EXLOG
e,16($' 7HFKQRORJ\ 0DQDJHPHQW $UHD %RXOHYDUG GH &RQVWDQFH  )RQWDLQHEOHDX &HGH[ )UDQFH
\8QLYHUVLW\ RI 3HQQV\OYDQLD 'HSDUWPHQW RI 2SHUDWLRQV DQG ,QIRUPDWLRQ 0DQDJHPHQW 7KH :KDUWRQ
6FKRRO 3KLODGHOSKLD 3$ 
VXSSRUW V\VWHPV IRU VDOHV DFWLYLWLHV FURVVVHOOLQJ FDQ KDYH GHWULPHQWDO HmHFWV RQ FXV
WRPHU VHUYLFH GXH WR WKH DGGLWLRQDO ORDG LW FUHDWHV RQ WKH V\VWHP ,W LV IXUWKHUPRUH
GHPRQVWUDWHG WKDW GHVLJQLQJ WKH ULJKW SURFHVV DQG DGRSWLQJ KXPDQ UHVRXUFH SUDFWLFHV
WKDW VXSSRUW WKLV GHVLJQ DUH FULWLFDO LQ GHWHUPLQLQJ WKH VXFFHVV RI D FURVVVHOO SURJUDP
 ,QWURGXFWLRQ
7KURXJKRXW WKH nQDQFLDO VHUYLFHV LQGXVWU\ WKH FDOO FHQWHU LV EHLQJ UHFRJQL]HG DV D FULWLFDO
GHOLYHU\ FKDQQHO KHOSLQJ nUPV WR NHHS H[LVWLQJ FXVWRPHUV H[SDQG WKHLU EXVLQHVV DQG FRQWURO
FRVWV %DQN $XWRPDWLRQ 1HZV  7RGD\ WKH WUDGLWLRQDO UROH RI FDOO FHQWHUV DV D TXHVWLRQ
DQG DQVZHU EDVH IRU WKH FXVWRPHU LV VWLOO D VWURQJ PRWLYDWRU IRU WKHLU H[LVWHQFH 7KHUH LV
KRZHYHU D JURZLQJ WHQGHQF\ WR EOHQG VDOHV UHODWHG DFWLYLWLHV ZLWK WKH WUDGLWLRQDO WUDQVDFWLRQ
EDVHG DFWLYLWLHV DW D nQDQFLDO VHUYLFH nUP
V SKRQH FHQWHU 0DQ\ LQVWLWXWLRQV YLHZ WXUQLQJ D
VHUYLFH UHTXHVW LQWR DQ RSSRUWXQLW\ WR VHOO DGGLWLRQDO SURGXFWV DV WKH NH\ WR D VXFFHVVIXO SKRQH
FHQWHU RSHUDWLRQ :KLOH VHUYLFHRULHQWHG EXVLQHVVHV EH\RQG WKH ERXQGDULHV RI WKH nQDQFLDO
VHUYLFHV LQGXVWU\ DUH H[SHULHQFLQJ D VLPLODU SUROLIHUDWLRQ LQ FDOO FHQWHUV WKH GLFKRWRP\ RI D
VHUYLFH FHQWHU DQG D VDOHV FHQWHU LV PXFK PRUH DSSDUHQW LQ WKLV VHWWLQJ ,Q SDUWLFXODU ZH
VHH WKDW SKRQH FRPSDQ\ RSHUDWRUV RU ,56 VHUYLFH FHQWHUV SUHGRPLQDQWO\ HQJDJH LQ FXVWRPHU
VHUYLFH RULHQWHG WUDQVDFWLRQ SURFHVVLQJ ZKLOH UHWDLOLQJ SKRQH FHQWHUV OLNH // %HDQ
V UHPDLQ
DV SXUH VDOHV RUJDQL]DWLRQV 7KH GHVLUH WR IXOO\ EOHQG VHUYLFH DQG VDOHV LQ D FDOO FHQWHU
RSHUDWLRQ VHHPV WR EH XQLTXH WR WKH nQDQFLDO VHUYLFHV LQGXVWU\
7KH PRYH WR VDOHV HOVHZKHUH LQ WKH nQDQFLDO VHUYLFHV LQGXVWU\ KDV EHHQ RQJRLQJ IRU VRPH
WLPH )RFXVLQJ RQ UHWDLO EDQNLQJ RQH REVHUYHV WKDW VDOHV LV D UHODWLYHO\ QHZ FRQFHSW ,Q
FUHDVHG GHUHJXODWLRQ LQ WKH LQGXVWU\ KDV OHG WR D JURZWK LQ FRPSHWLWLYH SUHVVXUH ZKLFK LQ
WXUQ KDV IRUFHG EDQNHUV WR LQFRUSRUDWH VDOHV LQWR WKHLU GDLO\ RSHUDWLRQV 7KH ODVW GHFDGH
KDV VHHQ D JURZLQJ QXPEHU RI EDQNV LPSOHPHQWLQJ FURVVVHOO SURJUDPV DFURVV WKHLU EUDQFK
QHWZRUNV LQ DQ HmRUW WR EHFRPH VDOHVGULYHQ RUJDQL]DWLRQV 7KH REMHFWLYH RI FURVVVHOOLQJ
SURJUDPV LV WR LQFUHDVH WKH QXPEHU RI SURGXFWV DQG VHUYLFHV VROG WR H[LVWLQJ FXVWRPHUV RI D
EDQN 7RGD\ WKHVH VDOHV HmRUWV LQ WKH EUDQFKHV DUH EHLQJ H[WHQGHG WR DOWHUQDWLYH GHOLYHU\
FKDQQHOV D PDMRU RQH RI ZKLFK LV WKH SKRQH FHQWHU 'UDZLQJ IURP H[SHULHQFHV RI  PDU
NHWHUV LQ EDQNLQJ :ULJKW  LGHQWLnHV D OLVW RI FRPPRQ URDGEORFNV EHWZHHQ UHVRXUFHV
DQG VDOHV LQ EDQNLQJ /DFN RI PDQDJHPHQW IRFXV SRRU KLULQJ SUDFWLFHV ODFN RI WUDLQLQJ
LQHmHFWLYH RUJDQL]DWLRQ IRU PDUNHWLQJ SRRU VHUYLFH DQG QRW NQRZLQJ FXVWRPHUV RU SURGXFWV
DUH RQO\ D VHOHFWLRQ RI VRPH RI WKHVH EDUULHUV PHQWLRQHG E\ WKH DXWKRU 7KH EDVLF PRWLYDWLRQ
RI WKLV SDSHU LV WR LGHQWLI\ VRPH RI WKHVH URDGEORFNV LQ WKH FRQWH[W RI UHWDLO EDQNLQJ SKRQH
FHQWHUV DV WKH\ PRYH IRUZDUG ZLWK WKHLU RZQ VDOHV LQLWLDWLYHV ,W ZLOO EH VKRZQ WKDW WKH
QDWXUH RI SKRQH FHQWHU RSHUDWLRQV PDNHV WKHP H[WUHPHO\ VXVFHSWLEOH WR WKH LQFUHDVLQJ DQG
FKDQJLQJ UHVRXUFH QHHGV RI D VDOHV RUJDQL]DWLRQ ,Q WKH VHTXHO D WRRO ZLOO EH SURSRVHG WKDW
KHOSV LQ LGHQWLI\LQJ DQG PDQDJLQJ VRPH RI WKH PDMRU WUDGHRmV EHWZHHQ UHVRXUFHV DQG VDOHV
LQ SKRQH FHQWHUV
7R SURYLGH D PRUH GHWDLOHG VHQVH RI WKH EDFNGURS WKDW PRWLYDWHG WKLV UHVHDUFK D VQDSVKRW
RI UHWDLO EDQNLQJ SKRQH FHQWHUV LV SURYLGHG LQ 6HFWLRQ  7KH VSHFLnF TXHVWLRQV WKDW DUH
DGGUHVVHG LQ WKH UHVHDUFK ZLOO EH SRVHG LQ WKLV VHFWLRQ 7KLV LV IROORZHG E\ D EULHI UHYLHZ RI
VRPH UHODWHG OLWHUDWXUH 7KH DQDO\WLFDO DSSURDFK WKDW LV XVHG WR FKDUDFWHUL]H WKH WUDGHRmV
EHWZHHQ VHUYLFH DQG VDOHV LQ SKRQH FHQWHUV LV SUHVHQWHG LQ 6HFWLRQ  ,Q 6HFWLRQ  WKH
VLWXDWLRQ DW D VSHFLnF SKRQH FHQWHU LV GHVFULEHG IROORZHG E\ D QXPHULFDO DQDO\VLV LQ 6HFWLRQ
 )XUWKHU HPSLULFDO HYLGHQFH IRU WKH UHVXOWV LQ 6HFWLRQ  LV SURYLGHG LQ 6HFWLRQ  7KH SDSHU
HQGV ZLWK D GLVFXVVLRQ RI WKH UHVXOWV DV ZHOO DV IXWXUH UHVHDUFK GLUHFWLRQV
 $ 6QDSVKRW RI &DOO &HQWHUV ,Q 5HWDLO %DQNLQJ
7KLV VHFWLRQ SUHVHQWV GDWD REWDLQHG IURP D VWXG\ RI WKH UHWDLO EDQNLQJ LQGXVWU\ XQGHUWDNHQ
E\ D WHDP RI UHVHDUFKHUV DW WKH :KDUWRQ 6FKRRO RI WKH 8QLYHUVLW\ RI 3HQQV\OYDQLD $IWHU D
GHWDLOHG GHVFULSWLRQ RI WKH RYHUDOO VWXG\ DQG WKH GDWD WKH GLVFXVVLRQ ZLOO IRFXV RQ VSHFLnF
GDWD IURP UHWDLO EDQNLQJ SKRQH FHQWHUV 7KLV GDWD LV XVHG WR LOOXVWUDWH KRZ WKH GHVLUH WR EOHQG
VHUYLFH DQG VDOHV LQ FDOO FHQWHUV LV EHLQJ RSHUDWLRQDOL]HG DFURVV WKLV VHFWLRQ RI WKH LQGXVWU\
4XHVWLRQV WKDW WKH FXUUHQW SDSHU VWULYHV WR DGGUHVV DUH GHULYHG IURP WKH DQDO\VLV RI WKLV GDWD
D GHVFULSWLRQ RI WKH GDWD FROOHFWLRQ SURFHVV FDQ EH IRXQG LQ WKH $SSHQGL[
5HVSRQVHV IURP WKH  SKRQH FHQWHUV LQ WKH ODUJHVW EDQN KROGLQJ FRPSDQLHV LQ WKH 8QLWHG
6WDWHV DUH FRQVLGHUHG LQ WKH QXPEHUV WKDW DUH UHSRUWHG EHORZ 2QO\ RQH RI WKH EDQNV UHSRUWHG
KDYLQJ QR SKRQH FHQWHU ZKLOH WKH QXPEHU RI SKRQH FHQWHUV ZLWKLQ WKH KROGLQJ FRPSDQ\
UHSRUWHG E\ WKH UHPDLQLQJ SRUWLRQ RI WKH EDQNV UDQJHG EHWZHHQ RQH DQG WZHQW\nYH 7KH
EDQN ZLWK QR FDOO FHQWHU DW WKH WLPH WKH VXUYH\ ZDV DGPLQLVWHUHG FRPPHQWHG RQ DQ H[LVWLQJ
SLORW WR EHFRPH RSHUDWLRQDO VKRUWO\ 7KLV FOHDUO\ VXSSRUWV WKH FODLP PDGH E\ LQGXVWU\ H[SHUWV
WKDW FDOO FHQWHUV KDYH EHFRPH D PDMRU DOWHUQDWLYH GHOLYHU\ FKDQQHO WR WKH WUDGLWLRQDO EUDQFK
QHWZRUNV 7KHUH LV D ORW RI YDULDWLRQ LQ VL]H EHWZHHQ WKH GLmHUHQW FDOO FHQWHUV ,Q WHUPV
RI IXOOWLPH HTXLYDOHQW HPSOR\HHV )7(V WKH DYHUDJH VL]H RI WKH FDOO FHQWHUV LQ WKH VDPSOH
LV  UDQJLQJ IURP VL[ )7(V WR  $YHUDJH GDLO\ FDOO YROXPHV YDU\ EHWZHHQ  DQG

)RU DFFRXQWLQJ SXUSRVHV QLQHW\ SHUFHQW RI WKH EDQNV LQ WKH VDPSOH FRQVLGHU WKHLU SKRQH
FHQWHU DV D FRVW FHQWHU ZKLOH WHQ SHUFHQW FRQVLGHU LW D SURnW FHQWHU 2QO\ WKLUW\QLQH SHUFHQW
YLHZ WKHLU SKRQH FHQWHU DV D VRXUFH RI UHYHQXH LQ IRUPDO DFFRXQWLQJ LPSO\LQJ WKDW WKH
PDMRULW\ RI EDQNV YLHZ WKHLU SKRQH FHQWHUV DV D QHFHVVDU\ FRVW 5HYHQXH FUHGLWV DUH PRUH
IUHTXHQWO\ JLYHQ WR VDOHV JHQHUDWHG DW WKH FHQWHU WKDQ WR WUDQVDFWLRQV SURFHVVHG 7KH GDWD
LQGLFDWHV WKDW RQ DYHUDJH VL[W\nYH SHUFHQW RI WKH WRWDO FDOOV DW D FHQWHU DUH KDQGOHG E\
958V YRLFH UHVSRQVH XQLWV DQG WKLUW\nYH SHUFHQW E\ SKRQH UHSUHVHQWDWLYHV ,W LV ZHOO
NQRZQ WKDW WKH FRVW RI D FDOO KDQGOHG E\ D 958 LV PXFK VPDOOHU WKDQ WKH XQLW FRVW RI D FDOO
KDQGOHG E\ D VHUYLFH UHSUHVHQWDWLYH ZKLFK LQGLFDWHV WKDW PRVW SKRQH FHQWHUV DUH FKRRVLQJ
W K HO R Z H UF R V W9 5 8F K D Q Q H O 
7R DVVHVV WKH ZD\ WKHVH SKRQH FHQWHUV HYDOXDWH WKHLU SHUIRUPDQFH D OLVW RI WZHOYH SHU
IRUPDQFH PHDVXUHV ZHUH SURYLGHG DQG WKH UHVSRQGHQWV ZHUH DVNHG WR UDQN WKH WRS nYH
PHDVXUHV $YHUDJLQJ WKHVH UDQNV DFURVV WKH EDQNV RQH REVHUYHV WKDW WKH WLPH WR DQVZHU D
FDOO DEDQGRQPHQW UDWHV DQG VDOHV UDQN DV WKH WRS WKUHH PHDVXUHV RI SHUIRUPDQFH LQ WKHVH
SKRQH FHQWHUV 7KXV HYHQ WKRXJK WKH WUDGLWLRQDO FXVWRPHU VHUYLFH PHDVXUHV OLNH WLPH WR
DQVZHU DQG DEDQGRQPHQW UDWHV UDQN KLJKHU LQ LPSRUWDQFH VDOHV LV D FORVH WKLUG LQ GHWHU
PLQLQJ WKH SHUIRUPDQFH RI D FHQWHU )RFXVLQJ RQ VDOHV DFWLYLW\ LQ WKHVH FHQWHUV RQH QRWHV
WKDW RQ DYHUDJH VL[W\IRXU SHUFHQW RI IXOO WLPH SKRQH FHQWHU UHSUHVHQWDWLYHV UHJXODUO\ GR
VDOHV UHIHUUDOV )LIW\WKUHH SHUFHQW UHJXODUO\ WDNH LQERXQG VDOHVEDVHG FDOOV DQG VHYHQWHHQ
SHUFHQW SHUIRUP WHOHPDUNHWLQJ RU RXWERXQG VDOHV FDOOV ,Q RWKHU ZRUGV RQ DYHUDJH PRUH
WKDQ KDOI RI WKH IXOO WLPH VHUYLFH UHSUHVHQWDWLYHV HQJDJH LQ VRPH VRUW RI VDOHV UHODWHG DFWLYLW\
FRQnUPLQJ WKH EHOLHI WKDW VDOHV DFWLYLWLHV FRQVWLWXWH DQ LPSRUWDQW SDUW RI ZRUN DW UHWDLO EDQN
LQJ FDOO FHQWHUV 7KHUH LV VRPH HmRUW WR VXSSRUW VDOHV DFWLYLW\ ZLWK WHFKQRORJ\ 2Q DYHUDJH
WKLUW\WZR SHUFHQW RI WKH SKRQH FHQWHUV SURYLGH RQOLQH FURVVVHOO VXSSRUW ZLWK SURPSWV WR
SKRQH UHSUHVHQWDWLYHV ,Q IRUW\QLQH SHUFHQW RI WKH FHQWHUV WKH VHUYLFH UHSUHVHQWDWLYH FDQ
DFFHVV SURGXFW LQIRUPDWLRQ DQG SULFLQJ GLVSOD\V RQOLQH DQG LQ VHYHQW\VHYHQ SHUFHQW WKH
UHSUHVHQWDWLYHV FDQ SHUIRUP KRXVHKROG LQTXLULHV IRU PXOWLSOH DFFRXQWV RQOLQH
/RRNLQJ DW WKLV VQDSVKRW IURP WKH LQGXVWU\
V SKRQH FHQWHUV RQH FDQ VHH WKH HPHUJHQFH
RI WKH IROORZLQJ SLFWXUH 7KH PDMRULW\ RI WKH FDOO FHQWHUV DUH GHVLJQHG IRU FRVW HpFLHQF\
7KLV LV TXLWH QDWXUDO JLYHQ WKDW EDQNLQJ FDOO FHQWHUV DUH VWLOO PRVWO\ YLHZHG DV FRVW FHQWHUV
LQ IRUPDO DFFRXQWLQJ DQG DUH QRW JLYHQ UHYHQXH FUHGLWV IRU WUDQVDFWLRQV SURFHVVHG RU VDOHV
JHQHUDWHG 6LPXOWDQHRXVO\ WKH PDMRULW\ RI WKHVH FDOO FHQWHUV DUH VWULYLQJ WR LQFUHDVH VDOHV
UHODWHG DFWLYLW\ WKURXJK WKHLU FHQWHUV $ ODUJH SRUWLRQ RI VHUYLFH UHSUHVHQWDWLYHV HQJDJH LQ
VDOHV DFWLYLWLHV KRZHYHU VWLOO OHVV WKDQ KDOI RI WKH FHQWHUV SURYLGH RQOLQH FURVVVHOO VXSSRUW
7KH QDWXUDO TXHVWLRQ WR DVN DW WKLV SRLQW LV ZKHWKHU WKHVH WZR JRDOV DUH FRPSDWLEOH &DQ RQH
GHVLJQ D FDOO FHQWHU RSHUDWLRQ WKDW LV ORZ FRVW DFKLHYHV WKH KLJK VHUYLFH VWDQGDUGV GHVLUHG E\
PRVW EDQNV DQG JHQHUDWHV VDOHV UHYHQXH DW WKH VDPH WLPH" ,W LV WKLV EDVLF TXHVWLRQ WKDW LV
DGGUHVVHG LQ WKLV SDSHU 7KH WUDGHRmV WKDW QHHG WR EH FRQVLGHUHG EHWZHHQ WKHVH VRPHZKDW
FRQoLFWLQJ JRDOV DUH FKDUDFWHUL]HG DQG DQ DQDO\WLFDO DSSURDFK LV GHYHORSHG WR HQDEOH D IRUPDO
FRPSDULVRQ RI WKH FRVWV DQG EHQHnWV RI D VDOHVRULHQWHG RSHUDWLRQ
$ FORVH ORRN DW WKH GDWD LQGLFDWHV WKDW GLmHUHQW FDOO FHQWHUV RUJDQL]H GLmHUHQWO\ :KHQ
DVNHG KRZ ZRUN LV GLYLGHG XS LQ WKH FHQWHU VL[W\ SHUFHQW RI WKH FDOO FHQWHUV UHVSRQGHG WKDW
DOO FXVWRPHU VHUYLFH UHSUHVHQWDWLYHV FDQ WDNH DOO UHTXHVWV ZKLOH IRUW\ SHUFHQW LQGLFDWH VRPH
VSHFLDOL]DWLRQ E\ WDVN RU FDWHJRU\ RI FDOO ,Q WKH FHQWHUV WKDW UHSRUWHG VHUYLFH UHSUHVHQWDWLYH
VSHFLDOL]DWLRQ RQ DYHUDJH IRUW\nYH SHUFHQW RI WKH VSHFLDOL]HG DJHQWV FRXOG SHUIRUP VRPH
WDVNV RXWVLGH WKHLU VSHFLDOW\ ZKLOH WKLUW\ SHUFHQW FRXOG SHUIRUP DOO WDVNV DQG WZHQW\nYH
SHUFHQW QR WDVNV RXWVLGH WKHLU VSHFLDOW\ 7KXV RQH FDQ GLmHUHQWLDWH EHWZHHQ FDOO FHQWHUV
ZKHUH VHUYLFH DJHQWV VSHFLDOL]H RU GR QRW VSHFLDOL]H $PRQJ WKRVH WKDW GR VSHFLDOL]H WKHUH LV D
GLmHUHQW GHJUHH RI FURVVWUDLQLQJ LQGLFDWHG E\ WKH SHUFHQWDJH RI SKRQH FHQWHU UHSUHVHQWDWLYHV
WKDW FDQ KDQGOH FDOOV RXWVLGH WKHLU RZQ VSHFLDOW\
7KLV GLVFXVVLRQ LPSOLHV WKDW WKHUH DUH PXOWLSOH ZD\V RI RUJDQL]LQJ ZRUN LQ FDOO FHQWHUV
ZKLFK LQ WXUQ LQGLFDWHV GLmHUHQW UHVSRQVHV E\ WKH FHQWHU LQ RUGHU WR EHFRPH VDOHVGULYHQ
,Q WKH FXUUHQW SDSHU VHYHUDO ZD\V RI EOHQGLQJ VHUYLFHVDOHV FXOWXUH LQ FDOO FHQWHUV ZLOO EH
DQDO\]HG LQ FRQMXQFWLRQ ZLWK WKH HDUOLHU SRVHG TXHVWLRQ RI ZKHWKHU VHUYLFH DQG VDOHV DUH
FRPSDWLEOH ZLWKLQ D FDOO FHQWHU 7KH DQDO\VLV GRHV QRW DWWHPSW WR SUHVFULEH WKH ULJKW FKRLFH
RI ZRUN RUJDQL]DWLRQ WKDW VXSSRUWV D FDOO FHQWHU RSHUDWLRQ EOHQGLQJ VHUYLFH DQG VDOHV ,W
ZLOO KRZHYHU EH VKRZQ WKDW ZRUN RUJDQL]DWLRQ GRHV KDYH DQ REVHUYDEOH LPSDFW RQ WKH
SHUIRUPDQFH RI D FURVVVHOO SURJUDP DQG FDQ LQ VRPH SODXVLEOH FDVHV PDNH WKH GLmHUHQFH
EHWZHHQ D SURJUDP WKDW LV D VXFFHVV DQG RQH WKDW LV QRW
 /LWHUDWXUH 5HYLHZ
$ VWURQJ WUDQVLWLRQ WR D PDUNHWLQJ RULHQWDWLRQ LQ EDQNLQJ LV VHHQ DV HDUO\ DV WKH V 5DWK
PHOO  $V QRWHG LQ WKH ,QWURGXFWLRQ WKLV HPSKDVLV RQ PDUNHWLQJ KDV GHPRQVWUDWHG LWVHOI
WKURXJK VDOHV SURJUDPV LQ EUDQFKHV LQ WKH V DQG V %DQN PDUNHWHUV FLWHG LQ :ULJKW
 HPSKDVL]H WKH LPSRUWDQFH RI FURVVVHOOLQJ LQ VXFFHVVIXO EDQN PDUNHWLQJ DQG UHSRUW RQ
DQHFGRWHV RI VXFFHVV LQ FURVVVHOOLQJ SURJUDPV LQ WKHLU LQVWLWXWLRQV ,Q 5LFKDUGVRQ  WKH
DXWKRU SURYLGHV JXLGHOLQHV DQG VXJJHVWLRQV IRU VXFFHVVIXO LPSOHPHQWDWLRQV RI VDOHV LQLWLDWLYHV
-RKQVRQ DQG 6H\PRXU  VWXG\ D UHWDLO EDQN EHIRUH DQG DIWHU D FURVVVHOOLQJ SURJUDP
KDV EHHQ LQLWLDWHG DFURVV LWV EUDQFKHV 7KH SURJUDP LV GHPRQVWUDWHG WR KDYH LPSURYHG ERWK
VDOHV HmHFWLYHQHVV DQG WKH QXPEHU RI VHUYLFHV VROG SHU VDOH DW WKH EDQN 7KH DXWKRUV IXUWKHU
DQDO\]H FXVWRPHU SHUFHSWLRQV RI WKLV FRQVFLRXV VDOHV HmRUW ,W LV VKRZQ WKDW HYHQ WKRXJK
FXVWRPHUV DUH LQ JHQHUDO QRW GLVVDWLVnHG ZLWK WKH VDOHV DFWLYLWLHV RI WHOOHUV WKHLU UHVSRQVHV
LQGLFDWH D QHHG IRU EHWWHU LPSOHPHQWDWLRQ LQ WHUPV RI PDNLQJ WKH VDOHV SUHVHQWDWLRQV OHVV
PHFKDQLFDO
6LPLODU WR WKH -RKQVRQ DQG 6H\PRXU VWXG\ WKH DQDO\VLV LQ WKLV SDSHU ZLOO IRFXV RQ LGHQ
WLI\LQJ VRPH RI WKH HmHFWV RI LQFUHDVHG VDOHV DFWLYLW\ RQ FXVWRPHU VHUYLFH LQ SKRQH FHQWHUV
5DWKHU WKDQ VXUYH\LQJ FXVWRPHU SHUFHSWLRQV WKH IRFXV KHUHLQ ZLOO EH RQ SURSRVLQJ D PHWKRG
RORJ\ WKDW ZLOO KHOS WR TXDQWLI\ WKH HmHFWV RQ VSHFLnF FXVWRPHU VHUYLFH PHDVXUHV LGHQWLnHG E\
FDOO FHQWHUV :KLOH LW LV EHOLHYHG WKDW EDQNV FDQ WUDQVIHU VRPH RI WKHLU VDOHV NQRZOHGJH IURP
EUDQFKHV WR WKHLU FDOO FHQWHUV FHUWDLQ FKDUDFWHULVWLFV RI FDOO FHQWHU RSHUDWLRQV LQGLFDWH VRPH
GLmHUHQFHV ZKLFK PD\ SOD\ D FULWLFDO UROH LQ GHWHUPLQLQJ WKH VXFFHVV RI D FURVVVHOOLQJ HmRUW
,Q SDUWLFXODU LW ZLOO EH GHPRQVWUDWHG LQ WKH IROORZLQJ VHFWLRQ WKDW WKHUH LV D FORVH WLH EHWZHHQ
FDSDFLW\ DQG FXVWRPHU VHUYLFH TXDOLW\ LQ D SKRQH FHQWHU *LYHQ WKH FXUUHQW GHVLUH WR GHVLJQ
ORZ FRVW FDOO FHQWHU RSHUDWLRQV DFURVV WKH UHWDLO EDQNLQJ LQGXVWU\ LW LV FOHDU WKDW UHVRXUFHV
ZLOO W\SLFDOO\ EH DOORFDWHG ZLWK FRVW PLQLPL]DWLRQ LQ PLQG PDNLQJ FRQJHVWLRQUHODWHG FRQ
VHTXHQFHV RI VDOHV D PDMRU GHWHUPLQDQW LQ HYDOXDWLQJ VXFFHVV 7KLV REVHUYDWLRQ MXVWLnHV WKH
QHHG WR H[WHQG WKH H[LVWLQJ ZRUN LQ WKH OLWHUDWXUH RQ VDOHV SURJUDPV LQ EUDQFKHV WR WKH FDOO
FHQWHU HQYLURQPHQW
 $QDO\WLFDO $SSURDFK
,Q WKLV VHFWLRQ WKH DQDO\WLFDO DSSURDFK WKDW LV XVHG WR DVVHVV WKH LPSDFW RI LQFUHDVHG VDOHV
DFWLYLW\ LQ D WUDGLWLRQDO VHUYLFH FHQWHU LV GHVFULEHG 7KLV DSSURDFK DWWHPSWV WR H[SORUH
WKH LVVXH RI FRPSDWLELOLW\ EHWZHHQ VHUYLFH DQG VDOHV UDLVHG LQ WKH ,QWURGXFWLRQ DQG 6HFWLRQ
 ZKHQ YLHZHG IURP DQ RSHUDWLRQV VWDQGSRLQW 6SHFLnFDOO\ FRQVLGHU D FDOO FHQWHU WKDW
LV SULPDULO\ GHVLJQHG IRU ORZFRVW KLJKTXDOLW\ FXVWRPHU VHUYLFH 7KLV W\SH RI D FHQWHU ZLOO
VWULYH WR NHHS FXVWRPHU ZDLW WLPHV DW D PLQLPXP WKHUHE\ UHGXFLQJ WKH QXPEHU RI DEDQGRQHG
FDOOV ZKLOH DFKLHYLQJ WKHVH JRDOV ZLWK WKH OHDVW DPRXQW RI ZHOOWUDLQHG VHUYLFH UHSUHVHQWDWLYHV
DV SRVVLEOH :KDW KDSSHQV ZKHQ LQFUHDVLQJ VDOHV UHYHQXH JHQHUDWLRQ EHFRPHV SDUW RI WKH
PLVVLRQ VWDWHPHQW DW VXFK D FXVWRPHU VHUYLFH FHQWHU" ,QLWLDOO\ WKHUH LV D VWDJH ZKHQ VRPH RU
DOO VHUYLFH UHSUHVHQWDWLYHV DUH WUDLQHG WR EHFRPH SURnFLHQW LQ VDOHVUHODWHG DFWLYLWLHV 7KHQ
FURVVVHOOLQJ RU VHOOLQJ PRUH SURGXFWV DQG VHUYLFHV WR D UHWDLO FXVWRPHU VORZO\ EHFRPHV SDUW
RI WKH UHJXODU DFWLYLWLHV DW WKH FHQWHU ,I WKH SKRQH FHQWHU SHUVRQQHO LV VXFFHVVIXO LQ VHOOLQJ
DGGLWLRQDO SURGXFWV DQG VHUYLFHV RYHU WKH SKRQH WKH EDQN ZLOO EHJLQ WR H[SHULHQFH LQFUHDVHV
LQ WKH UHYHQXH JHQHUDWHG WKURXJK LWV FDOO FHQWHU 7KHVH ZRXOG QRW EH WKH RQO\ FKDQJHV
KRZHYHU $ FORVHU ORRN ZLOO LQGLFDWH WKDW VLPXOWDQHRXVO\ RQH H[SHFWV DYHUDJH WDON WLPHV
RU WKH WLPH D VHUYLFH UHSUHVHQWDWLYH VSHQGV RQ WKH SKRQH ZLWK WKH FXVWRPHU WR LQFUHDVH DV
PRUH VDOHV UHODWHG DFWLYLWLHV DUH LQFRUSRUDWHG LQ D FDOO 6LPLODUO\ DV VDOHV UHODWHG FDOOV DUH
IRUZDUGHG EHWZHHQ GHSDUWPHQWV WKH HmHFWLYH FDOO YROXPHV H[SHULHQFHG LQ FHUWDLQ SDUWV RI WKH
FDOO FHQWHU ZLOO LQFUHDVH 7KH LQFUHDVH LQ DYHUDJH WDON WLPHV DQG HmHFWLYH FDOO YROXPHV LQ WXUQ
ZLOO WUDQVODWH LQWR DQ LQFUHDVH LQ WKH FRQJHVWLRQ DW WKH FHQWHU WKXV ZLOO UHVXOW LQ LQFUHDVHG
ZDLW WLPHV DQG DEDQGRQHG FDOOV 0DQDJHPHQW ZLOO QHHG WR UHVSRQG ZLWK DGGLWLRQDO VWDpQJ
DQG LQIRUPDWLRQ SURFHVVLQJ UHVRXUFHV WR DYRLG GHWHULRUDWLRQ RI VHUYLFH TXDOLW\ DW WKH FHQWHU
7KH ODWWHU QHHG ZLOO EH SDUWLFXODUO\ VLJQLnFDQW VLQFH PRVW H[LVWLQJ V\VWHPV DUH GHVLJQHG IRU
WKH FDSDFLW\ QHHGV RI D WUDQVDFWLRQ SURFHVVLQJ FHQWHU
7KLV ORRVH GHVFULSWLRQ RI WKH WUDQVLWLRQ IURP VHUYLFH WR VDOHV LQ D FDOO FHQWHU KLJKOLJKWV WKH
SUHVHQFH RI PXOWLSOH WUDGHRmV :KLOH WKLV W\SH RI D WUDQVLWLRQ SURPLVHV LQFUHDVHG UHYHQXHV
LW DOVR LQGLFDWHV DGGLWLRQDO FRVWV LQ WKH IRUP RI WUDLQLQJ H[SHQVHV LQIRUPDWLRQ WHFKQRORJ\
XSJUDGHV DQG VWDpQJ OHYHOV WKDW FDQ PDWFK WKH PXFK KLJKHU ORDGV H[SHULHQFHG LQ D VDOHV
HQYLURQPHQW $Q\ FKRLFH SHUWDLQLQJ WR WKH PL[ RI VHUYLFH DQG VDOHV DFWLYLW\ LQ WKH FHQWHU
LV FRQWLQJHQW RQ WKH PDJQLWXGH RI WKH WUDGHRmV ODLG RXW LQ WKH SUHFHGLQJ GLVFXVVLRQ 8VLQJ
WKH SHUIRUPDQFH PRGHO WKDW LV GHVFULEHG EHORZ RQH FDQ TXDQWLI\ WKH PDJQLWXGH RI WKHVH
WUDGHRmV
 7KH 3HUIRUPDQFH 0RGHO
,Q $Nz VLQ DQG +DUNHU D D PRGHO IRU WKH RSHUDWLRQV RI D SKRQH FHQWHU LV GHYHORSHG
SURYLGLQJ D UHODWLRQVKLS EHWZHHQ FDSDFLW\ FKRLFH DQG V\VWHP SHUIRUPDQFH PHDVXUHV ZKLFK
FDQ WKHQ EH XVHG WR GHWHUPLQH WKH UHODWLRQVKLS ZLWK V\VWHP UHYHQXHV 5HVRXUFHV WKDW MRLQWO\
GHWHUPLQH FDSDFLW\ DUH KXPDQ UHVRXUFHV LQ WKH IRUP RI VHUYLFH DJHQWV WHOHFRPPXQLFDWLRQ
UHVRXUFHV DV SKRQH OLQHV DQG 958V YRLFH UHVSRQVH XQLWV DQG LQIRUPDWLRQ WHFKQRORJ\ UH
VRXUFHV
)RU D GHWDLOHG DQDO\VLV RI WKH PRGHO WKH UHDGHU LV UHIHUUHG WR $Nz VLQ DQG +DUNHU D
%HORZ VXpFLHQW GHWDLO LV SURYLGHG WR LOOXVWUDWH KRZ WKLV SHUIRUPDQFH PRGHO FDQ EH XVHG LQ
HYDOXDWLQJ FURVVVHOO SURJUDPV LQ D UHWDLO EDQNLQJ SKRQH FHQWHU
7KH SKRQH FHQWHU RUJDQL]HG DURXQG . GHSDUWPHQWV HDFK RI ZKLFK VSHFLDOL]HV LQ D JURXS
RI SURGXFWV DQG VHUYLFHV &XVWRPHUV DUULYH DW WKH YDULRXV DFFHVV FKDQQHOV ZLWK DQ DUULYDO
UDWH RI wN LQ FKDQQHO N ZKHUH DUULYDOV LQ HDFK FKDQQHO DUH LQGHSHQGHQW RI HDFK RWKHU DQG WKH
DUULYDO SURFHVV LV DVVXPHG WR EH 3RLVVRQ 8SRQ DUULYDO HDFK FDOO QHHGV WKH SUHVHQFH RI DQ
DYDLODEOH SKRQH OLQH 7KHUH DUH 7N SKRQH OLQHV LQ DFFHVV FKDQQHO N ,I DOO OLQHV DUH EXV\ WKH
FXVWRPHU ZLOO UHFHLYH D EXV\ VLJQDO DQG OHDYH 7KH FDOOV WKDW UHFHLYH D EXV\ VLJQDO ZLOO EH
ODEHOHG DV EORFNHG FDOOV LQ WKH HQVXLQJ DQDO\VLV ,I D SKRQH OLQH LV DYDLODEOH EXW DOO FXVWRPHU
VHUYLFH UHSUHVHQWDWLYHV DUH RQ WKH SKRQH ZLWK RWKHU FXVWRPHUV WKH FDOOHU LV SXW RQ KROG XQWLO
D VHUYLFH UHSUHVHQWDWLYH EHFRPHV DYDLODEOH 7KHUH DUH 6N FXVWRPHU VHUYLFH UHSUHVHQWDWLYHV LQ
DFFHVV FKDQQHO N +RZHYHU WKRVH FXVWRPHUV WKDW DUH SXW RQ KROG GR QRW QHFHVVDULO\ ZDLW
XQWLO DQ DJHQW EHFRPHV DYDLODEOH 6RPH FXVWRPHUV PD\ H[KLELW LPSDWLHQFH DQG OHDYH WKH
V\VWHP ZKLOH RQ KROG EHIRUH VHUYLFH LQLWLDWLRQ WKLV ORVV RI FXVWRPHUV LV ODEHOHG DV UHQHJHV
&XVWRPHUV LQ FKDQQHO N DUH DVVXPHG WR UHQHJH DFFRUGLQJ WR DQ H[SRQHQWLDO GLVWULEXWLRQ ZLWK
UDWH mN
8SRQ VHUYLFH LQLWLDWLRQ WKH VHUYLFH UHSUHVHQWDWLYH ZLOO QHHG DFFHVV WR WKH LQIRUPDWLRQ
V\VWHP 7KLV MRLQW SRRO RI LQIRUPDWLRQ WHFKQRORJ\ LV FDSDEOH RI SURFHVVLQJ DOO WUDQVDFWLRQV
IURP GLmHUHQW FXVWRPHUV VLPXOWDQHRXVO\ 7KLV V\VWHP FDQ EH FRQVLGHUHG DV D VLQJOH VHUYHU
WKDW SURFHVVHV DW D FRQVWDQW UDWH RI RQH VHUYLFH XQLW SHU XQLW WLPH 1RWLFH WKDW GXULQJ WLPHV
RI KLJK FRQJHVWLRQ VXFK FHQWUDO LQIRUPDWLRQ V\VWHPV UHVSRQG ZLWK ORQJHU SURFHVVLQJ WLPHV
,Q RWKHU ZRUGV VHUYLFH WLPHV LQ WKH V\VWHP DUH D IXQFWLRQ RI WKH WRWDO QXPEHU RI FXVWRPHUV
EHLQJ VHUYHG LQ DOO FKDQQHOV 7KLV FKDUDFWHULVWLF LV PRGHOHG DV D SURFHVVRU VKDULQJ VHUYLFH
GLVFLSOLQH LQ WKH PRGHO $VVXPH WKDW HDFK FXVWRPHU LQ FODVV N ZLWK N   . KDV D
VHUYLFH UHTXLUHPHQW WKDW LV H[SRQHQWLDOO\ GLVWULEXWHG ZLWK DQ DYHUDJH RI  xN 7KDW LV XSRQ
DUULYDO WR WKH V\VWHP HDFK W\SH RI FDOO ZLOO UHTXLUH D FHUWDLQ DPRXQW RI SURFHVVLQJ 6LQFH
WKH VSHHG RI WKH SURFHVVRU LV QRUPDOL]HG DW RQH D IDVWHU SURFHVVRU ZLOO PDQLIHVW LWVHOI DV D
VPDOOHU YDOXH IRU  xN IRU WKH VDPH W\SH RI FDOO 7KH VWDWH GHSHQGHQW VHUYLFH UDWH IRU FODVV
N FXVWRPHUV WDNHV WKH IRUP
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ZKHUH Q   Q ￿ Q . GHQRWHV WKH VWDWH YHFWRU ZLWK QN EHLQJ WKH QXPEHU RI FODVV N FXV
WRPHUV LQ WKH V\VWHP 1RWH WKDW WKH PRGHO DVVXPHV VLPXOWDQHRXV XVH RI WKH VHUYLFH UHSUHVHQ
WDWLYH DQG WKH LQIRUPDWLRQ SURFHVVLQJ UHVRXUFH WKURXJKRXW WKH GXUDWLRQ RI WKH FDOO :KLOH LQ
LWV EDVLF IRUP DV FRQVLGHUHG LQ WKLV SDSHU LW LV DVVXPHG WKDW WKH ODERU FRQWHQW DQG WKH FRP
SXWHU FRQWHQW RI D FDOO DUH HTXDO WR HDFK RWKHU D PLQRU PRGLnFDWLRQ RI WKH VWDWH GHSHQGHQW
VHUYLFH UDWH DOORZV IRU WKH FDVH RI FDOO FHQWHUV ZKHUH WKH FRPSXWHU FRQWHQW RI D FDOO LV OHVV
WKDQ LWV ODERU FRQWHQW 7KLV FDVH LV GLVFXVVHG LQ PRUH GHWDLO LQ $Nz VLQ DQG +DUNHU D
,Q RUGHU WR GHWHUPLQH UHYHQXH ORVVHV WKDW UHVXOW IURP FRQJHVWLRQ LQ WKH V\VWHP RQH ZRXOG
EH LQWHUHVWHG LQ GHWHUPLQLQJ WKH SUREDELOLW\ RI D FXVWRPHU EHLQJ EORFNHG XSRQ DUULYDO DV
ZHOO DV WKH ORVV WKDW RFFXUV GXH WR UHQHJLQJ %ORFNLQJ SUREDELOLW\ LQ FKDQQHO N LV GHQRWHG E\
%N67, 5HQHJHV DUH WKH VHFRQG VRXUFH RI FXVWRPHU ORVV 'HQRWH WKH ORQJUXQ SUREDELOLW\
RI UHQHJH IRU D FXVWRPHU RI W\SH N E\ 5N67,
 $ )UDPHZRUN WR (YDOXDWH &URVV6HOO $OWHUQDWLYHV
,Q WKH FXUUHQW FRQWH[W FDOOV WKDW DUH QRW ORVW GXH WR FRQJHVWLRQUHODWHG HmHFWV GHWHUPLQH
UHYHQXHV IRU WKH FHQWHU 0RUH VSHFLnFDOO\ WKLV LPSOLHV WKDW NQRZOHGJH RI WKH FKDUDFWHULVWLFV
RI V\VWHP WKURXJKSXW FDQ EH WUDQVODWHG LQWR D NQRZOHGJH RI WKH SURSHUWLHV RI DYHUDJH V\VWHP
UHYHQXHV DVVXPLQJ D JLYHQ UDWH RI UHYHQXH JHQHUDWLRQ SHU FXVWRPHU FDOO 7KH VSHFLnF UHOD
WLRQVKLS EHWZHHQ FDOO FHQWHU UHYHQXHV UHVRXUFH DOORFDWLRQ DQG FDOO VWDWLVWLFV FDQ EH H[SUHVVHG
LQ WHUPV RI WKH SHUIRUPDQFH PHDVXUHV GHULYHG HDUOLHU
8VLQJ QRWDWLRQ IURP WKH DERYH VHFWLRQ WKH WKURXJKSXW LQ FKDQQHO N FDQ EH ZULWWHQ DV
7+ N  w N b %N67, b 5N67,
1RZ DVVXPLQJ D n[HG DYHUDJH UHYHQXH UDWH YN IRU FDOOV RI W\SH N WRWDO UHYHQXHV LQ WKH V\VWHP
FDQ EH H[SUHVVHG DV D ZHLJKWHG VXP RI WKURXJKSXWV
. ;
N ￿
YNwN b %N67, b 5N67, 
,W LV WKLV UHODWLRQVKLS WKDW ZLOO EH XVHG LQ FDSWXULQJ WKH FRVWV DQG EHQHnWV RI GLmHUHQW FURVV
VHOOLQJ VFHQDULRV LQ WKH SKRQH FHQWHU
 7ZR 'HOLYHU\ &KDQQHO 'HVLJQV
$V EDQNV KDYH PRYHG WR D FDOO FHQWHU SDUDGLJP WKDW PDUULHV VHUYLFH DQG VDOHV DFWLYLWLHV
RYHU WKH SKRQH GLmHUHQW GHOLYHU\ FKDQQHO GHVLJQV KDYH HPHUJHG LPSOHPHQWLQJ WKLV VKLIW LQ
WKLQNLQJ $ FORVH ORRN DW WKHVH GHVLJQV LQGLFDWHV WKH SUHVHQFH RI WZR H[WUHPH PRGHOV ZLWK
FDOO FHQWHUV LQ EHWZHHQ WKDW KDYH D PL[ RI WKHVH WZR GHVLJQV 7R FRQWURO IRU WKH LPSDFW
RI FKDQQHO GHVLJQ RQ VHUYLFH DQG VDOHV SHUIRUPDQFH WKH WUDGHRmV RI LQFUHDVHG VDOHV ZLOO EH
DQDO\]HG LQ WKH FRQWH[W RI WKHVH H[WUHPH FDVHV
7KH nUVW FDVH LV DQ H[WHQVLRQ RI WKH FXUUHQW VHUYLFH SDUDGLJP $ VSHFLDO VDOHV GHSDUWPHQW
LV HVWDEOLVKHG ZLWKLQ WKH FHQWHU ZKLFK GHDOV ZLWK LQERXQG VDOHV FDOOV RQO\ 6DOHV OHDGV DUH
JHQHUDWHG LQ RWKHU SDUWV RI WKH SKRQH FHQWHU HLWKHU E\ DOO VHUYLFH UHSUHVHQWDWLYHV RU E\ WKRVH
LQ VRPH GHSDUWPHQWV ,Q RWKHU ZRUGV WKHVH VHUYLFH UHSUHVHQWDWLYHV ZLOO KDYH WKH DGGLWLRQDO
GXW\ RI WU\LQJ WR GHWHUPLQH FXVWRPHUV ZLWK D SRWHQWLDO WR EX\ QHZ SURGXFWV DQG VHUYLFHV
DQG WKHQ WR IRUZDUG WKHLU FDOOV WR WKH VDOHV GHSDUWPHQW ZKHUH WKH DFWXDO VDOHV WUDQVDFWLRQ
ZLOO WDNH SODFH 7KLV GHOLYHU\ FKDQQHO GHVLJQ ZLOO DOWHUQDWHO\ EH FDOOHG WKH VSHFLDOL]DWLRQ RU
VDOHV OHDG JHQHUDWLRQ VFHQDULR LQ WKH IROORZLQJ GLVFXVVLRQ
7KH DGGLWLRQDO WLPH VSHQW ZLWK WKH FXVWRPHU RQ WKH SKRQH WU\LQJ WR JHQHUDWH VDOHV OHDGV
ZLOO WUDQVODWH LQWR DQ LQFUHDVH LQ DYHUDJH WDON WLPHV 7KLV LV HTXLYDOHQW WR D GHFUHDVH LQ
WKH VHUYLFH UDWHV IRU WKH SHUIRUPDQFH PRGHO 6DOHV FDOOV WKDW DUH IRUZDUGHG WR WKH VDOHV
GHSDUWPHQW ZLOO LQ WXUQ DmHFW FDOO WUDpF H[SHULHQFHG E\ WKLV GHSDUWPHQW 7KLV SDUW RI
WKH FDOO FHQWHU ZLOO VHH DQ LQFUHDVH LQ HmHFWLYH FDOO YROXPHV %RWK RI WKHVH FKDQJHV ZLOO
KDYH DQ LPSDFW RQ V\VWHP WKURXJKSXW ZKLFK ZLOO WKHQ WUDQVODWH LQWR D FKDQJH LQ FDOO FHQWHU
UHYHQXHV ,Q SDUWLFXODU DQ LQFUHDVH LQ DYHUDJH WDON WLPHV ZLOO KDYH D GLPLQLVKLQJ HmHFW RQ WKH
WKURXJKSXW RI WKH GHSDUWPHQW JHQHUDWLQJ WKH OHDGV E\ LQFUHDVLQJ FRQJHVWLRQ &DOO IRUZDUGLQJ
ZLOO LQFUHDVH FRQJHVWLRQ LQ WKH VDOHV GHSDUWPHQW $ ORRN DW WKH WKURXJKSXW H[SUHVVLRQ LQ 
KRZHYHU LQGLFDWHV WKDW LW ZLOO VLPXOWDQHRXVO\ LQFUHDVH WKURXJKSXW LQ WKLV GHSDUWPHQW VLQFH
WKH SRWHQWLDO QXPEHU RI FDOOV KDQGOHG E\ WKLV GHSDUWPHQW ZLOO LQFUHDVH 7KH XOWLPDWH LPSDFW
RQ WKH VDOHV GHSDUWPHQW ZLOO GHSHQG RQ WKH PDJQLWXGH RI WKHVH FKDQJHV 7KH LPSDFW RI
DQ\ FKDQJH LQ D SDUWLFXODU GHSDUWPHQW ZLOO DOVR EH IHOW E\ WKH RWKHU GHSDUWPHQWV VLQFH DOO
GHSDUWPHQWV VKDUH WKH VDPH LQIRUPDWLRQ SURFHVVLQJ XQLW ZKLFK LV H[SHFWHG WR VORZ GRZQ
XQGHU LQFUHDVHG FRQJHVWLRQ :KDW EHFRPHV REYLRXV IURP WKLV GLVFXVVLRQ LV WKDW GLVHQWDQJOLQJ
WKH FRVWV DQG EHQHnWV RI WKH VDOHV DQG FURVVVHOOLQJ DFWLYLW\ LV QRW DQ HDV\ WDVN
6RPH FDOO FHQWHUV PD\ SUHIHU D GHOLYHU\ FKDQQHO GHVLJQ ZKHUH DOO GHSDUWPHQWV ZLWKLQ WKH
FHQWHU DUH FDSDEOH RI KDQGOLQJ ERWK VHUYLFH DQG VDOHV UHODWHG FDOOV 7KLV GHVLJQ ZLOO EH UHIHUUHG
WR DV WKH QRQVSHFLDOL]DWLRQ VFHQDULR $ VSHFLDOL]HG VDOHV GHSDUWPHQW PD\ VWLOO H[LVW EXW ZLOO
RQO\ KDQGOH RFFDVLRQDO FDOOV WKDW FDQQRW EH GHDOW ZLWK HOVHZKHUH 7KLV GHVLJQ FUHDWHV PXFK
ORZHU FDOO IRUZDUGLQJ WR WKH VDOHV GHSDUWPHQW KHQFH LQ PRVW FDVHV D PXFK VPDOOHU VSHFLDOL]HG
VDOHV GHSDUWPHQW ZLOO VXpFH 2QH ZRXOG H[SHFW DOO GHSDUWPHQWV LQYROYHG LQ WKH VDOHV HmRUW WR
H[SHULHQFH VRPH LQFUHDVH LQ WKHLU HmHFWLYH FDOO YROXPHV WKH PDJQLWXGH RI ZKLFK GHSHQGLQJ
RQ WKH GHJUHH RI FURVVWUDLQLQJ LQ WKH FHQWHU 7KH WLPH VHUYLFH UHSUHVHQWDWLYHV VSHQG RQ
WKH SKRQH ZLWK FXVWRPHUV LQ WKRVH SDUWV RI WKH FDOO FHQWHU RWKHU WKDQ WKH VSHFLDOL]HG VDOHV
GHSDUWPHQW ZLOO LQFUHDVH VLJQLnFDQWO\ VLQFH RQH ZRXOG H[SHFW WKH PL[LQJ RI VHUYLFH DQG
VDOHV DFWLYLWLHV WR LQFUHDVH WDON WLPHV RQ DYHUDJH 7KH LPSDFW RI WKHVH FKDQJHV RQ V\VWHP
WKURXJKSXW DQG UHYHQXHV FDQ EH HVWDEOLVKHG IROORZLQJ D ORJLF VLPLODU WR WKH RQH IRU WKH
VSHFLDOL]DWLRQ VFHQDULR
5HoHFWLQJ RQ WKH WZR VFHQDULRV RQH QRWHV WKDW LQ DGGLWLRQ WR WKH GLmHUHQFHV LQ SURFHVV
RQH ZRXOG H[SHFW WR VHH D GLmHUHQW JURXS RI UHSUHVHQWDWLYHV ZLWKLQ HDFK FDOO FHQWHU 7KH
VSHFLDOLVW FDOO FHQWHU ZRXOG KDYH D JURXS RI SHRSOH ZKR VSHFLDOL]H LQ VHUYLFH ZLWK VRPH
DGGLWLRQDO WUDLQLQJ LQ VDOHV DQG D JURXS RI SXUH VDOHV SHUVRQQHO ,Q WKH QRQVSHFLDOLVW FHQWHU
VHUYLFH UHSUHVHQWDWLYHV ZRXOG KDYH WR EH H[WHQVLYHO\ WUDLQHG LQ VDOHV DQG EH DEOH WR H[FHO LQ
ERWK GLPHQVLRQV 7KHVH W\SHV RI WUDLQLQJ FRVWV QHHG WR EH LQFRUSRUDWHG LQ D FRPSDULVRQ RI
WKH WZR VFHQDULRV GLVFXVVHG 'LmHUHQFHV LQ RUJDQL]DWLRQDO FXOWXUH DQG SHUVRQDO FDSDELOLWLHV DW
WKHVH WZR W\SHV RI FDOO FHQWHUV DUH QRW FDSWXUHG LQ WKH DQDO\VLV RI WKLV SDSHU EXW FRQVWLWXWH
D PDMRU IDFWRU LQ VDOHV SURJUDP FKRLFH DQG LPSOHPHQWDWLRQ
,W LV SRVVLEOH WKDW IRU ERWK VFHQDULRV D FKDQJH RFFXUV LQ WKH DYHUDJH UHYHQXH JHQHUDWHG SHU
FDOO DV D UHVXOW RI FURVVVHOOLQJ 7KH PDJQLWXGH RI WKLV FKDQJH ZRXOG GHSHQG RQ WKH UHYHQXHV
JHQHUDWHG SHU VXFFHVVIXO VDOHV FDOO GLYLGHG E\ WKH WRWDO FDOO YROXPH ZKHUH FDOO YROXPH LQFOXGHV
WKH LQWHUQDOO\ WUDQVIHUUHG FDOOV DV ZHOO %RWK DQHFGRWDO HYLGHQFH IURP WKH nHOG DQG GDWD
IURP WKH UHWDLO EDQNLQJ VWXG\ GHVFULEHG LQ 6HFWLRQ  LQGLFDWH WKDW UHYHQXH GDWD LV GLpFXOW
WR REWDLQ DQG RQO\ D IHZ EDQNV FDQ DFWXDOO\ HVWLPDWH DYHUDJH UHYHQXH JHQHUDWHG SHU FDOO
7KLV W\SH RI GDWD ZLOO SUREDEO\ EHFRPH PRUH DYDLODEOH DV SKRQH FHQWHUV SXVK IRUZDUG ZLWK
WKHLU LQFUHDVHG VDOHV DJHQGD )RU WKH FXUUHQW DQDO\VLV LW LV DVVXPHG WKDW UHYHQXHV SHU FDOO
UHPDLQ WKH VDPH EHIRUH DQG DIWHU WKH VDOHV HmRUW ,Q RWKHU ZRUGV WKH GLmHUHQFHV LQ UHYHQXH
EHWZHHQ WKH YDULRXV VFHQDULRV LV RQO\ GXH WR WKH GLmHUHQFHV LQ WKH YROXPH RI FDOOV KDQGOHG LQ
HDFK FDVH $OO UHVXOWV VKRXOG EH LQWHUSUHWHG LQ WKH SUHVHQFH RI WKLV DVVXPSWLRQ
,Q WKH DQDO\VLV WKDW FRPSDUHV WKH WZR VFHQDULRV D GLVWLQFWLRQ ZLOO EH PDGH EHWZHHQ D FDVH
WKDW DVVXPHV QR UHVWDpQJ DFWLRQ WDNHQ E\ PDQDJHPHQW DV D UHVSRQVH WR WKH ORDG LQFUHDVHV
FUHDWHG E\ VDOHV UHODWHG DFWLYLWLHV DQG D VHFRQG FDVH ZKLFK ORRNV DW WKH LPSDFW RI VDOHV JLYHQ
D UHVWDmHG FHQWHU ,GHDOO\ WKLV W\SH RI D FRPSDULVRQ IRU WKH ODWWHU PHQWLRQHG FDVH ZRXOG EH
PDGH IRU D FHQWHU WKDW KDV EHHQ UHVWDmHG RSWLPDOO\ )RU WKH FXUUHQW DQDO\VLV D KHXULVWLF
UHVWDpQJ DFWLRQ LV FRQVLGHUHG 7KLV DQDO\VLV LV RQO\ PHDQW WR LOOXVWUDWH WKDW WDNLQJ WKH
ULJKW VWDpQJ DFWLRQ FDQ PDNH D GLmHUHQFH RQ WKH HQG UHVXOW RI D VDOHV LQLWLDWLYH 7R IRUPDOO\
TXDQWLI\ WKH LPSDFW RI VDOHV RQ FHQWHU UHYHQXHV RQH ZRXOG KDYH WR FRPSDUH RSWLPDOO\ VWDmHG
FHQWHUV 7KLV LV WKH REMHFWLYH RI RQJRLQJ UHVHDUFK
7KH DQDO\VLV LQ WKLV SDSHU ORRNV DW WKH FDSDFLW\ LPSOLFDWLRQV RI VDOHV RQO\ 7KH PHWKRG
RORJ\ LV EHLQJ SURSRVHG DV D SUHOLPLQDU\ ZKDW LI W\SH WRRO ZKLFK ZLOO HQDEOH PDQDJHPHQW WR
IRUHVHH VRPH RI WKH PRUH WDQJLEOH DQG TXDQWLnDEOH DVSHFWV RI LQFUHDVHG VDOHV DFWLYLW\ LQ D FDOO
FHQWHU 2WKHU LVVXHV WKDW FRQVWLWXWH WKH VDOHV YHUVXV VHUYLFH GLOHPPD IRU EDQNV HVSHFLDOO\ LQ
KXPDQ UHVRXUFH UHODWHG LVVXHV VKRXOG EH LQFRUSRUDWHG LQ DQ\ UHDO HYDOXDWLRQ HQGHDYRU
 6LWXDWLRQ DW D 0DMRU 3KRQH &HQWHU
,Q WKLV VHFWLRQ WKH VLWXDWLRQ DW RQH SKRQH FHQWHU RI D PDMRU 86 UHWDLO EDQN LV UHSRUWHG EDVHG
RQ GDWD WKDW ZDV SURYLGHG E\ WKLV FHQWHU 7KH SKRQH FHQWHU LV WKH ODUJHVW RI IRXU FHQWHUV DW
WKH EDQN ([SUHVVHG LQ GLmHUHQW YDULDEOHV LWV VL]H LV DSSUR[LPDWHO\  )7(V FDOO YROXPHV
RI DURXQG VL[ PLOOLRQ FDOOV D \HDU WZR KXQGUHG WUXQNV SKRQH OLQHV WKDW DUH VKDUHG
DPRQJ VL[ VSHFLDOL]HG GHSDUWPHQWV DQG DSSUR[LPDWHO\  958 WUXQNV LQ WKUHH VHSDUDWH
958 FKDQQHOV ,Q WHUPV RI WKH SHUIRUPDQFH PRGHO GHVFULEHG HDUOLHU WKLV PHDQV WKDW WKHUH
DUH QLQH DFFHVV FKDQQHOV VL[ RI ZKLFK VKDUH WKHLU SKRQH OLQHV 6KDULQJ WUXQNV WUDQVODWHV
LQWR D FKDQJH LQ WKH VWDWH VSDFH DQG LV HDVLO\ LQFRUSRUDWHG LQ WKH HDUOLHU DQDO\VLV 7KH RWKHU
WKUHH DFFHVV FKDQQHOV DUH 958 FKDQQHOV ZKLFK PHDQV WKDW WKHVH FKDQQHOV SURYLGH DXWRPDWHG
VHUYLFH ,Q WKHVH FKDQQHOV UHQHJLQJ RU FDOO DEDQGRQPHQW FDQ KDSSHQ GXULQJ VHUYLFH VLQFH
VHUYLFH RFFXUV RQ WKH SKRQH OLQH 7KLV GLmHUHQFH FDQ DJDLQ EH HDVLO\ LQFRUSRUDWHG LQ WKH
DQDO\VLV RI WKH SHUIRUPDQFH PRGHO
2QH RI WKH VSHFLDOL]HG DFFHVV FKDQQHOV LQ WKH FDOO FHQWHU LV D VDOHV GHSDUWPHQW 7KLV
GHSDUWPHQW VSHFLDOL]HV LQ VDOHV DQG KDQGOHV DOO LQERXQG VDOHV FDOOV IRU SURGXFWV DQG VHUYLFHV
WKDW DUH VROG RYHU WKH SKRQH E\ WKH EDQN 7KH UHPDLQLQJ nYH GHSDUWPHQWV IRFXV RQ VHUYLFH
FDOOV DQG IRUZDUG DQ\ VDOHV UHTXHVWV E\ WKH FXVWRPHU WR WKH VDOHV GHSDUWPHQW $V RI 2FWREHU
 WKH FHQWHU GLG QRW KDYH DQ DJJUHVVLYH FURVVVHOOLQJ LQLWLDWLYH XQGHU ZD\ :KLOH PDQDJH
PHQW UHSRUWV VRPH FURVVWUDLQLQJ RI VHUYLFH UHSUHVHQWDWLYHV DQG RSWLRQDO WUDLQLQJ SURJUDPV
LQ FURVVVHOOLQJ D IRUPDO FURVVVHOOLQJ SURJUDP ZDV QRW LQVWLWXWHG DW WKH WLPH 6HUYLFH UHS
UHVHQWDWLYHV DUH HQFRXUDJHG WR FURVVVHOO ZKHQHYHU WKH\ FDQ KRZHYHU WKH\ DUH QRW LQFHQWHG
RQ WKH QXPEHU RI VDOHV OHDGV WKH\ JHQHUDWH LQ DQ\ ZD\ 2QOLQH WHFKQRORJLFDO VXSSRUW IRU
FURVVVHOOLQJ LV FXUUHQWO\ XQDYDLODEOH 7KLV SLFWXUH LQGLFDWHV WKDW WKH FHQWHU KDV QRW HP
EDUNHG RQ DQ DJJUHVVLYH FURVVVHOOLQJ HmRUW DV GHVFULEHG HDUOLHU LQ WKLV SDSHU KRZHYHU WKHUH
DUH VRPH DFWLYLWLHV WKDW LQGLFDWH D GHVLUH WR PRYH LQ WKLV GLUHFWLRQ ,QIRUPDO FRQYHUVDWLRQ
ZLWK PDQDJHPHQW VXSSRUWV WKLV REVHUYDWLRQ
'DWD DYDLODELOLW\ WR HVWLPDWH SDUDPHWHUV IRU WKH SHUIRUPDQFH PRGHO DUH GHVFULEHG QH[W
5HFDOO WKDW PRGHO SDUDPHWHUV RI LQWHUHVW DUH WKH FDOO DUULYDO UDWHV wN UHTXLUHG VHUYLFH WLPH
UDWHV xN DQG DEDQGRQPHQW UDWHV mNZ L W KN    . *LYHQ WKHVH SDUDPHWHUV DQG
GDWD RQ WKH SKRQH FHQWHU FRQnJXUDWLRQ LQ WHUPV RI VHUYLFH UHSUHVHQWDWLYHV VWDmHG LQ HDFK
FKDQQHO DQG WKH QXPEHU RI SKRQH OLQHV WKH PRGHO JHQHUDWHV SHUIRUPDQFH PHDVXUHV VXFK DV
EORFNLQJ SUREDELOLWLHV DQG UHQHJLQJ SUREDELOLWLHV LQ HDFK FKDQQHO /RRNLQJ DW EORFNHG FDOOV
DQG DEDQGRQHG FDOOV H[SHULHQFHG DW WKH FHQWHU DW WKH WLPH RI VWXG\ RQH QRWHV WKDW RYHUDOO
WKH FHQWHU H[SHULHQFHV YHU\ ORZ FDOO ORVV ,Q SDUWLFXODU WKH FHQWHU UHSRUWV QR EORFNHG FDOOV
ZKLFK LPSOLHV WKDW EORFNLQJ SUREDELOLWLHV DUH ]HUR LQ WHUPV RI WKH HDUOLHU WHUPLQRORJ\ 5HQHJH
SUREDELOLWLHV RU DEDQGRQPHQW UDWHV DV WKH\ DUH FDOOHG LQ WKH FHQWHU DUH EHWZHHQ ]HUR DQG WZR
SHUFHQW WKURXJKRXW WKH FHQWHU DV WDEXODWHG LQ 7DEOH  :KLOH WKHVH QXPEHUV YDU\ EHWZHHQ
FKDQQHOV GDWD IURP  LQGLFDWHV WKDW WKHVH QXPEHUV PRVWO\ FOXVWHU DURXQG RQH SHUFHQW
DEDQGRQHG FDOOV
)RU WKH PRVW SDUW WKH GDWD DYDLODEOH WR WKH DXWKRUV FRQVLVWV RI PRQWKO\ DQG \HDUO\
DYHUDJHV IRU FDOO YROXPHV WDON WLPHV DQG DEDQGRQPHQW UDWHV 7KLV OHYHO RI GHWDLO GRHV QRW
DOORZ IRU D SUHFLVH HVWLPDWLRQ RI PRGHO SDUDPHWHUV 7R WKLV HQG GHWDLOHG GDWD IRU RQH GD\
7DEOH  6HSWHPEHU  DYHUDJH DEDQGRQPHQW UDWHV H[SHULHQFHG LQ WKH FDOO FHQWHU
'HSDUWPHQW         
SHUFHQW DEDQGRQHG         
ZDV REWDLQHG 7KLV GDWD LQFOXGHG WKH QXPEHU RI FDOOV WKH WRWDO QXPEHU RI FDOOV DEDQGRQHG
WKH DYHUDJH DEDQGRQPHQW WLPH WKH DYHUDJH WDON WLPH DQG WKH QXPEHU RI SRVLWLRQV VWDmHG
SHU WKLUW\ PLQXWH LQWHUYDO WKURXJKRXW WKDW GD\ 7KLV GDWD ZDV DYDLODEOH IRU DOO GHSDUWPHQWV
H[FHSW WKH 958 FKDQQHOV ,W LV FOHDU WKDW HVWLPDWHV REWDLQHG E\ FRQVLGHULQJ RQO\ RQH GD\
RI RSHUDWLRQ ZLOO \LHOG D YHU\ FUXGH LGHD RI PRGHO SDUDPHWHUV $Q\ PLVVLQJ GDWD DW WKH
WKLUW\ PLQXWH LQWHUYDO OHYHO LV UHSODFHG E\ HTXLYDOHQW PRQWKO\ RU \HDUO\ DYHUDJH nJXUHV ZKLFK
IXUWKHU GLVWRUW WKH TXDOLW\ RI WKH HVWLPDWHV 7KHVH HVWLPDWHV DUH RQO\ SUHVHQWHG WR JLYH WKH
UHDGHU D IHHO IRU WKH H[DPSOH
$ RQH GD\ VDPSOH GDWD IRU D GD\ LQ 6HSWHPEHU  LV XVHG WR HVWLPDWH DEDQGRQPHQW
UDWHV EDVHG RQ WKH DYHUDJH DEDQGRQPHQW WLPHV LQ HDFK GHSDUWPHQW 6LQFH WKLV KDOI KRXU
GDWD LV QRW DYDLODEOH IRU 958 FDOOV WKH DEDQGRQPHQW UDWHV IRU WKHVH FKDQQHOV DUH DVVXPHG
WR UHVHPEOH WKRVH LQ RWKHU SDUWV RI WKH FHQWHU 7KH DUULYDO UDWHV wN DUH HVWLPDWHG XVLQJ WKH
DYHUDJH WRWDO QXPEHU RI FDOOV IRU D SHDN KDOI KRXU LQWHUYDO RQ WKLV GD\ 6LQFH WKLV SDUWLFXODU
GD\ LQ 6HSWHPEHU GRHV QRW QHFHVVDULO\ UHoHFW WKH \HDUO\ SHDN IRU WKLV FHQWHU WKH DUULYDO UDWHV
DUH IXUWKHU PXOWLSOLHG E\ D FRQVWDQW RI  7KH ODWWHU FRQVWDQW ZDV GHWHUPLQHG DUELWUDULO\
*LYHQ DYHUDJH WDON WLPHV DQG WKH DYHUDJH QXPEHU RI FDOOV LQ HDFK FKDQQHO DV DQ HVWLPDWH
7DEOH  0RGHO SDUDPHWHUV IRU WKH EDVH FDVH
'HSDUWPHQW PLQGD\ w FDOOVPLQ x FDOOVPLQ m 3RVLWLRQV VWDmHG
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RI QNV RQH FDQ REWDLQ DQ HVWLPDWH IRU WKH xN
V IURP WKLV RQH GD\ GDWD (DFK GHSDUWPHQW
V
ZRUNLQJ KRXUV DUH FRQYHUWHG WR WRWDO PLQXWHV SHU GD\ $OO RI WKHVH SDUDPHWHUV DUH VKRZQ LQ
7DEOH 
/RRNLQJ DW WKH DYHUDJH SRVLWLRQV VWDmHG LQ HDFK KDOI KRXU LQWHUYDO VWDpQJ OHYHOV PDWFKLQJ
WKH SDUDPHWHUV HVWLPDWHG ZHUH REWDLQHG 7KH QXPEHU RI WUXQNV ZHUH WDNHQ GLUHFWO\ IURP
WKH GDWD 7KH VQDSVKRW RI WKH FHQWHU WKXV REWDLQHG ZDV DQDO\]HG XVLQJ WKH SHUIRUPDQFH
PRGHO $OO UHVXOWV UHSRUWHG DUH EDVHG RQ nYHKXQGUHGWKRXVDQG LWHUDWLRQV RI WKH 0RQWH
&DUOR VXPPDWLRQ PHWKRG DV GHVFULEHG LQ $Nz VLQ DQG +DUNHU  %ORFNLQJ SUREDELOLWLHV
JHQHUDWHG E\ WKH PRGHO DUH ]HUR LQ DOO GHSDUWPHQWV LQGLFDWLQJ D PDWFK ZLWK WKH H[SHULHQFH
DW WKH FHQWHU RI KDYLQJ QR EORFNHG FDOOV 6LPLODUO\ DEDQGRQPHQW UDWHV JHQHUDWHG E\ WKH
PRGHO DUH ZLWKLQ WKH ]HUR WR WZR SHUFHQW UDQJH REVHUYHG DW WKH FHQWHU 7KLV DQDO\VLV LV QRW
SUHVHQWHG DV D PRGHO YDOLGDWLRQ RU DQ H[DFW UHSUHVHQWDWLRQ RI WKH FHQWHU +RZHYHU LW ZLOO
EH DUJXHG WKDW LQ PDQ\ ZD\V LW LV FORVH HQRXJK WR WKH DFWXDO VLWXDWLRQ DW WKH FHQWHU VR WKDW
LW FDQ EH YLHZHG DV D UHDOLVWLF H[DPSOH IURP RQH SKRQH FHQWHU RSHUDWLRQ
 (VWDEOLVKLQJ WKH 6HUYLFH YHUVXV 6DOHV 7UDGHRmV LQ WKH
3KRQH &HQWHU
:KDW ZRXOG KDSSHQ LI PDQDJHPHQW GHFLGHG WR LQLWLDWH D FURVVVHOOLQJ HmRUW LQ WKH FHQWHU"
$Q H[DPSOH LV SUHVHQWHG WKDW LOOXVWUDWHV XVH RI WKH SURSRVHG DQDO\WLFDO DSSURDFK LQ DVVHVV
LQJ VRPH RI WKH LPSDFWV RI VXFK D PRYH 7KH SXUSRVH RI WKLV DQDO\VLV LV QRW WR GHULYH D
SUHVFULSWLRQ IRU WKH FHQWHU XQGHU VWXG\ 7KLV W\SH RI D SUHVFULSWLYH VWXG\ ZRXOG UHTXLUH D
IRUPDO PRGHO YDOLGDWLRQ VWDJH IROORZHG E\ D SKDVH RI FORVH FROODERUDWLRQ ZLWK PDQDJHPHQW LQ
HYDOXDWLQJ DOO UHOHYDQW ZKDW LI W\SH TXHVWLRQV H[WHQVLYHO\ 7KH H[DPSOH LQ WKLV VHFWLRQ ZRXOG
RQO\ FRQVWLWXWH RQH VXFK VSHFXODWLYH TXHVWLRQ ,Q DGGLWLRQ WR GHPRQVWUDWLQJ KRZ WKH PRGHO
PD\ EH XVHG WR DLG GHFLVLRQ PDNLQJ DW WKH PDQDJHULDO OHYHO WKH REMHFWLYH RI WKH DQDO\VLV ZLOO
EH WR GUDZ VRPH JHQHUDOL]DEOH FRQFOXVLRQV IRU SKRQH FHQWHUV LQ UHWDLO EDQNLQJ HPEDUNLQJ RQ
QHZ VDOHV LQLWLDWLYHV ,Q SDUWLFXODU LW ZLOO EH VKRZQ WKDW FURVVVHOOLQJ FRXOG GHWHULRUDWH ERWK
VHUYLFH DQG SURnW SHUIRUPDQFH RI D FDOO FHQWHU LI LW LV QRW LPSOHPHQWHG LQ WKH ULJKW ZD\ DQG
7DEOH  7KH WZR FURVVVHOO VFHQDULRV
$YHUDJH WDON WLPHV (mHFWLYH FDOO YROXPHV
6FHQDULR   LQFUHDVH LQ 'HSWV   LQFUHDVH LQ 'HSW 
6FHQDULR   LQFUHDVH LQ 'HSW    LQFUHDVH LQ 'HSWV 
DW WKH ULJKW OHYHO
7KH GDWD GLVFXVVHG LQ WKH SUHYLRXV VHFWLRQ SURYLGHV D EDVH FDVH IRU WKH VLWXDWLRQ DW D
SKRQH FHQWHU EHIRUH HPEDUNLQJ RQ D VDOHV HmRUW 7KH VLWXDWLRQ WKDW HPHUJHV DIWHU D FRQVFLRXV
VDOHV HmRUW LV DQDO\]HG LQ WKH FRQWH[W RI WKH WZR GHOLYHU\ FKDQQHO GHVLJQV GHVFULEHG HDUOLHU
)RU WKH H[DPSOH XQGHU VWXG\ WKHVH WZR VFHQDULRV WDNH WKH IROORZLQJ IRUP 7KH VDOHV OHDG
JHQHUDWLRQ VFHQDULR RU 6FHQDULR  KDV 'HSDUWPHQWV   DQG  JHQHUDWLQJ VDOHV IRU WKH
VDOHV GHSDUWPHQW ZKLFK LV 'HSDUWPHQW  7KH QRQVSHFLDOL]DWLRQ VFHQDULR RU 6FHQDULR 
KDV 'HSDUWPHQWV   DQG  DGGLQJ VDOHV WR WKHLU UHJXODU VHUYLFLQJ DFWLYLWLHV *LYHQ WKH
FXUUHQW IXQFWLRQDOLW\ RI 'HSDUWPHQWV    DQG  DW WKH FDOO FHQWHU WKHLU LQYROYHPHQW LQ D
VDOHV SURJUDP DSSHDUV WR EH D UHDOLVWLF VFHQDULR $V SRLQWHG RXW LQ 6HFWLRQ  WKH LPSDFW
RI LQFUHDVHG VDOHV DFWLYLW\ RQ WKH FDOO FHQWHU
V RSHUDWLRQV ZLOO EH FDSWXUHG WKURXJK FKDQJHV
LQ HmHFWLYH FDOO YROXPHV DQG DYHUDJH WDON WLPHV 7KH PDJQLWXGH RI WKHVH LQFUHDVHV DUH VKRZQ
LQ 7DEOH  7KHVH PDJQLWXGHV DUH DUELWUDU\ DQG GLmHUHQW PDJQLWXGHV FRXOG HDVLO\ EH WHVWHG
XVLQJ WKH SURSRVHG PHWKRGRORJ\ 'HWHUPLQLQJ DSSURSULDWH PDJQLWXGHV ZRXOG FRQVWLWXWH D
VLJQLnFDQW SDUW RI LPSOHPHQWLQJ WKLV PHWKRGRORJ\
3HUFHQW DEDQGRQPHQW RU UHQHJH SUREDELOLWLHV IRU WKH EDVH FDVH DQG 6FHQDULRV  DQG 
7DEOH  3HUFHQW DEDQGRQPHQW UDWHV DQG DVVRFLDWHG FRQnGHQFH LQWHUYDOV LQ WKH FDOO FHQWHU
’HSW￿ %DVH 6FHQDULR ￿ 6FHQDULR ￿ 5HVWDm ￿ 5HVWDm ￿￿
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￿ ￿￿￿[￿￿b￿ ￿￿￿￿￿" ￿￿￿[￿￿b￿ ￿￿￿￿￿" ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿[￿￿b￿ ￿￿￿￿￿" ￿￿￿[￿￿b￿ ￿￿￿￿￿"
￿ ￿￿￿￿￿￿ ￿￿￿￿￿" ￿￿￿[￿￿b￿ ￿￿￿￿￿" ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿[￿￿b￿￿￿￿￿￿" ￿￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿
DUH VKRZQ LQ 7DEOH  DORQJ ZLWK   FRQnGHQFH LQWHUYDOV 7KH nUVW QXPEHU LQ HDFK FHOO
GHQRWHV WKH SRLQW HVWLPDWH IRU DEDQGRQPHQW SUREDELOLWLHV WKH PLGSRLQW RI WKH FRQnGHQFH
LQWHUYDO DQG KDV EHHQ DGGHG IRU HDVLHU UHDGDELOLW\ $OO LQWHUYDOV ZKHUH WKH ORZHU DQG XSSHU
OLPLWV DUH OHVV WKDQ b￿ KDYH EHHQ GHQRWHG DV " IRU FRPSDFWQHVV %ORFNLQJ SUREDELOLWLHV
UHPDLQ ]HUR WKURXJKRXW DQG WKXV DUH QRW WDEXODWHG ,W LV QRW VXUSULVLQJ WR REVHUYH WKDW WKH
VDOHV DFWLYLW\ FDQ GHWHULRUDWH WKH FXVWRPHU VHUYLFH PHDVXUH WKDW FDSWXUHV WKH SHUFHQWDJH RI
DEDQGRQHG FDOOV 5HFDOO WKDW ERWK VFHQDULRV DVVXPH PDQDJHPHQW GRHV QRWKLQJ WR UHDFW WR
WKLV DGGLWLRQDO FDSDFLW\ XWLOL]DWLRQ RQFH WKH VDOHV SURJUDP LV LQLWLDWHG ,Q WKH IRXUWK DQG
nIWK FROXPQ RI 7DEOH  SHUFHQW DEDQGRQPHQW UDWHV DUH UHHYDOXDWHG IRU 6FHQDULR  ZKHUH WKH
FHQWHU KDV EHHQ UHVWDmHG /RRNLQJ DW WKH KLJK DEDQGRQPHQW UDWHV LQ 'HSDUWPHQW  DIWHU WKH
VDOHV HmRUW RQH FXVWRPHU VHUYLFH UHSUHVHQWDWLYHV ZDV DGGHG WR WKLV GHSDUWPHQW LQ 6FHQDULR 
ODEHOHG DV 5HVWDm  LQ 7DEOH  7KH FDVH ZKHUH VHYHQ FXVWRPHU VHUYLFH UHSUHVHQWDWLYHV ZHUH
DGGHG WR 'HSDUWPHQW  DJDLQ IRU 6FHQDULR  LV WDEXODWHG LQ WKH FROXPQ ODEHOHG 5HVWDm 
1R FODLPV DUH PDGH DERXW WKH RSWLPDOLW\ RI HLWKHU UHVWDpQJ FKRLFH &RPSDULQJ 5HVWDm  DQG
5HVWDm  LW LV FOHDU WKDW IURP DQ DEDQGRQPHQW UDWH SHUVSHFWLYH DGGLQJ PRUH UHSUHVHQWDWLYHV
WR 'HSDUWPHQW  LV GHVLUDEOH
$Q DQDO\VLV RI WKH DEDQGRQPHQW UDWHV LQ 7DEOH  KDV VKRZQ WKDW WKH LPSDFW RI VDOHV
DFWLYLW\ RQ VHUYLFH TXDOLW\ LQ WKH FHQWHU YDULHV E\ GHSDUWPHQW DQG WKDW ZKLOH VRPH H[SHULHQFH
GHWHULRUDWLQJ UDWHV RWKHUV H[KLELW LPSURYHPHQWV ,Q DQ HDUOLHU GLVFXVVLRQ LW ZDV VWDWHG WKDW
WKH LQFUHDVH LQ WKH HmHFWLYH FDOO YROXPHV RI FHUWDLQ GHSDUWPHQWV LQFUHDVHV WKHLU UHYHQXH
JHQHUDWLRQ SRWHQWLDO VLQFH WKH QXPEHU RI FDOOV RmHUHG WR WKHVH GHSDUWPHQWV LQFUHDVHV 7R
FDSWXUH WKLV EHQHnW RI FURVVVHOOLQJ DQG WR VHH KRZ LW WUDGHV Rm ZLWK WKH VHUYLFH TXDOLW\
GHWHULRUDWLRQ WKH nYH VFHQDULRV LQ 7DEOH  DUH FRPSDUHG EDVHG RQ WRWDO V\VWHP SURnWV 6RPH
FODULnFDWLRQ RQ WKH DVVXPSWLRQV PDGH IRU WKLV DQDO\VLV LV LQ RUGHU )LUVW LW LV DVVXPHG WKDW
RQ DYHUDJH HYHU\ FDOO LQ WKH FHQWHU JHQHUDWHV D UHYHQXH RI   7KLV QXPEHU ZDV SLFNHG
DUELWUDULO\ GXH WR WKH ODFN RI UHYHQXH GDWD DW WKH FDOO FHQWHU $OO FRVWV IRU WKH %DVH &DVH DQG
6FHQDULRV  DQG  DUH WDNHQ WR EH LGHQWLFDO 0RUH LQIRUPDWLRQ RQ GLmHUHQFHV LQ FURVVWUDLQLQJ
ZRXOG LQGLFDWH D GLmHUHQFH LQ SHUVRQQHO FRVWV EHWZHHQ WKH WZR VFHQDULRV )RU VLPSOLFLW\ LQ
WKH FXUUHQW DQDO\VLV LW LV DVVXPHG WKDW WKHVH FRVWV DUH WKH VDPH 7KH SURnWV DUH HYDOXDWHG
E\ LQFRUSRUDWLQJ WKH PRQWKO\ ZDJHV RI WKH VHUYLFH UHSUHVHQWDWLYHV LQ HDFK VFHQDULR EDVHG RQ
D   DYHUDJH DQQXDO VDODU\ 7KLV UHSUHVHQWV WKH VDODU\ RI OHYHO RQH FXVWRPHU VHUYLFH
UHSUHVHQWDWLYHV ORZHVW OHYHO RXW RI IRXU OHYHOV LQ WKH FHQWHU XQGHU VWXG\
2QH PRQWK
V SURnWV IRU WKH FHQWHU XQGHU WKHVH DVVXPSWLRQV IRU WKH YDULRXV VFHQDULRV
DUH VKRZQ LQ )LJXUH  :LWK QR UHVWDpQJ DFWLRQ 6FHQDULR  SHUIRUPV VOLJKWO\ EHWWHU WKDQ
6FHQDULR  IURP D SURnW VWDQGSRLQW :KDW LV LQWHUHVWLQJ WR QRWH DERXW WKH FDVHV ZLWK
UHVWDpQJ IRU 6FHQDULR  ODVW WZR FROXPQV LV WKDW WKH DGGLWLRQDO UHYHQXH SRWHQWLDO RI H[WUD
FDSDFLW\ LQ WHUPV RI VWDm LV TXLFNO\ GLPLQLVKHG E\ WKH FRVW GLPHQVLRQ RI DGGLWLRQDO VWDm
7KXV D VOLJKW LQFUHDVH LQ SURnW LV REVHUYHG IRU 5HVWDm  +RZHYHU WKLV LQFUHDVH LV TXLFNO\
RYHUWDNHQ E\ WKH LQFUHDVH LQ FRVWV IRU DOO DGGLWLRQDO VHUYLFH UHSUHVHQWDWLYHV LQ 'HSDUWPHQW 
5HVWDm  LOOXVWUDWHV WKLV FDVH ZKHUH DGGLWLRQDO VHUYLFH UHSUHVHQWDWLYHV EH\RQG WKH VHYHQ
WKDW ZHUH DOUHDG\ DGGHG QR ORQJHU LPSDFW UHYHQXHV VLQFH DEDQGRQPHQW UDWHV KDYH GHFUHDVHG
VLJQLnFDQWO\ 7KXV LW VHHPV WKDW HYHQ FRPSDUHG WR WKH UHVWDmHG YHUVLRQV RI 6FHQDULR 



























)LJXUH  &DOO FHQWHU SURnWV XQGHU YDULRXV FURVVVHOO VFHQDULRV
,W LV GLpFXOW WR GUDZ DQ\ JHQHUDOL]DEOH FRQFOXVLRQV DERXW WKH FKRLFH EHWZHHQ WKH VDOHV
7DEOH  0RGHO SDUDPHWHUV IRU WKH VHFRQG EDVH FDVH
'HSDUWPHQW PLQGD\ w FDOOVPLQ x FDOOVPLQ m 3RVLWLRQV VWDmHG
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      WUXQNV
 9 5 8       WUXQNV
OHDG JHQHUDWLRQ DQG QRQVSHFLDOL]DWLRQ GHOLYHU\ FKDQQHO GHVLJQV ([WHQVLYH DQDO\VLV DV WKH
RQH LQ WKH DERYH H[DPSOH IRU GLmHUHQW OHYHOV RI FKDQJH LQ WKH PRGHO SDUDPHWHUV QHHG WR EH
SHUIRUPHG 7R LOOXVWUDWH WKLV SRLQW D VHFRQG H[DPSOH ZLWK GLmHUHQW DUULYDO DQG VHUYLFH UDWH
SDUDPHWHUV DQG DSSURSULDWHO\ PRGLnHG VWDpQJ OHYHOV LV SURYLGHG 7KH SDUDPHWHUV IRU WKLV
H[DPSOH ZHUH DUELWUDULO\ GHWHUPLQHG 7KH LGHD LV WR LOOXVWUDWH KRZ WKH VDPH DQDO\VLV IRU D
VLPLODU FHQWHU ZLWK GLmHUHQW LQLWDO FDSDFLW\ XWLOL]DWLRQ FDQ OHDG WR D GLmHUHQW UHVXOW 7KH
SDUDPHWHUV IRU WKLV VHFRQG H[DPSOH DUH WDEXODWHG LQ 7DEOH 
,Q WKLV VHFRQG H[DPSOH WKH FHQWHU H[SHULHQFHV KLJKHU LQLWLDO FRQJHVWLRQ OHYHOV DV GHPRQ
7DEOH  3HUFHQW DEDQGRQPHQW UDWHV DQG DVVRFLDWHG FRQnGHQFH LQWHUYDOV WKH VHFRQG EDVH
FDVH
’HSW￿ %DVH 6FHQDULR ￿ 6FHQDULR ￿ 5HVWDm ￿ 5HVWDm ￿
￿ ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿
￿ ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿
￿ ￿￿￿￿￿￿ ￿￿￿￿￿" ￿￿￿￿￿￿ ￿￿￿￿￿" ￿￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿￿￿￿ ￿￿￿￿￿"
￿ ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿ ￿ ￿ ￿[￿ ￿ b ￿￿￿￿￿￿" ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿
￿ ￿￿￿ ￿￿￿￿￿ ￿ ￿ ￿[￿ ￿ b ￿￿￿￿￿￿" ￿￿￿ ￿￿￿￿￿ ￿￿￿ ￿￿￿￿￿ ￿￿￿ ￿￿￿￿￿
￿ ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿
￿ ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿￿￿ ￿￿￿￿ ￿￿￿￿￿￿￿￿￿￿￿￿
￿ ￿￿￿ [ ￿￿b￿ ￿￿￿￿￿" ￿￿￿￿￿￿ ￿￿￿￿￿" ￿￿￿￿￿￿ ￿￿￿￿￿" ￿ ￿ ￿[￿ ￿ b ￿￿￿￿￿￿" ￿￿￿ [ ￿￿b￿ ￿￿￿￿￿"
￿ ￿￿￿ [ ￿￿b￿ ￿￿￿￿￿" ￿ ￿ ￿[￿ ￿ b ￿￿￿￿￿￿" ￿￿￿ [ ￿￿b￿ ￿￿￿￿￿" ￿ ￿ ￿[￿ ￿ b ￿￿￿￿￿￿" ￿￿￿ [ ￿￿b￿ ￿￿￿￿￿"
VWUDWHG E\ WKH KLJKHU DEDQGRQPHQW UDWHV IRU WKH QHZ EDVH FDVH WDEXODWHG LQ 7DEOH  8VLQJ
WKH VDPH FKDQJHV LQ DYHUDJH WDON WLPHV DQG HmHFWLYH FDOO YROXPHV DV D UHVXOW RI FURVVVHOOLQJ
WDEXODWHG LQ 7DEOH  WKH QHZ DEDQGRQPHQW UDWHV IRU 6FHQDULR  DQG  DUH REWDLQHG ,Q WKH
IRXUWK DQG nIWK FROXPQV RI 7DEOH  SHUFHQW DEDQGRQPHQW UDWHV DUH UHHYDOXDWHG IRU 6FHQDULR
 DQG  ZKHUH IRU ERWK VFHQDULRV WKH FHQWHU KDV EHHQ UHVWDmHG &RQnGHQFH LQWHUYDOV DUH
WDEXODWHG QH[W WR WKH SRLQW HVWLPDWHV DV LQ WKH SUHYLRXV H[DPSOH
2EVHUYLQJ WKH KLJKHU DEDQGRQPHQW UDWHV LQ 'HSDUWPHQW  DIWHU WKH VDOHV HmRUW nYH
FXVWRPHU VHUYLFH UHSUHVHQWDWLYHV ZHUH DGGHG WR WKLV GHSDUWPHQW LQ 6FHQDULR  DQG WKUHH
UHSUHVHQWDWLYHV ZHUH DGGHG WR WKLV GHSDUWPHQW LQ 6FHQDULR  'HSDUWPHQW  LQ 6FHQDULR 
ZDV DOVR UHVWDmHG ZLWK RQH DGGLWLRQDO SHUVRQ 7KH LPSDFW RI WKH VKDUHG SURFHVVRU FDQ EH
VHHQ E\ FRPSDULQJ HDFK VFHQDULR ZLWK LWV UHVWDmHG YHUVLRQ :KLOH WKH DGGLWLRQDO VHUYLFH
UHSUHVHQWDWLYHV LQ &KDQQHO  GHFUHDVH UHQHJH SUREDELOLWLHV LQ WKLV FKDQQHO VXEVWDQWLDOO\ LQ
ERWK VFHQDULRV WKH SHUIRUPDQFH GHWHULRUDWHV LQ VRPH RI WKH RWKHU FKDQQHOV %DVHG RQ WKLV
REVHUYDWLRQ RQH FDQ DUJXH WKDW GXH WR WKH VKDUHG QDWXUH RI WKH LQIRUPDWLRQ SURFHVVLQJ
UHVRXUFH RYHUVWDpQJ D FHUWDLQ GHSDUWPHQW ZLOO DOORZ PRUH FDOOV RI WKLV W\SH WR EH SURFHVVHG
VLPXOWDQHRXVO\ ZLWK SRWHQWLDO DGYHUVH HmHFWV LQ RWKHU SDUWV RI WKH FDOO FHQWHU
$ SURnW DQDO\VLV RI WKH QHZ EDVH FDVH \LHOGV WKH VLWXDWLRQ LQ )LJXUH  :KLOH WKH nUVW
EDVH FDVH UHVXOWHG LQ WKH VDOHV OHDG JHQHUDWLQJ GHVLJQ RXWSHUIRUPLQJ WKH JHQHUDOLVW GHVLJQ
WKH QHZ EDVH FDVH OHDGV WR WKH RSSRVLWH UHVXOW ,Q SDUWLFXODU LW FDQ EH REVHUYHG WKDW WKH
JHQHUDOLVW GHVLJQ OHDGV WR KLJKHU SURnWV ZLWK IHZHU DGGLWLRQDO FXVWRPHU VHUYLFH UHSUHVHQWDWLYHV
WKUHH YHUVXV VL[ LQ WKH UHVWDmHG VFHQDULRV 0DQ\ GLmHUHQW UHVWDpQJ VFKHPHV ZHUH WHVWHG IRU
6FHQDULR  DOO OHDGLQJ WR ORZHU SURnWV WKDQ WKH FDVH ZKHQ QR UHVWDpQJ ZDV SHUIRUPHG 7KH
UHVWDpQJ VFKHPH UHSRUWHG LQ WKLV H[DPSOH ZDV NHSW EHFDXVH LW LV LQVWUXFWLYH ,W HPSKDVL]HV
WKH SRLQW WKDW QRQRSWLPDO UHVWDpQJ FRXOG EH ZRUVH WKDQ QR UHVWDpQJ DFWLRQ DW DOO 7KH
UHVWDmHG FRQnJXUDWLRQV RI WKH FHQWHU HPSKDVL]H WKH SRLQW WKDW WDNLQJ WKH ULJKW VWDpQJ
DFWLRQ RQFH WKH FHQWHU LV WUDQVIRUPHG IURP D SULPDULO\ VHUYLFH RULHQWDWLRQ WR D VHUYLFH DQG
VDOHV RUJDQL]DWLRQ FDQ EH FULWLFDO LQ GHWHUPLQLQJ WKH VXFFHVV RI D VDOHV SURJUDP
7KH H[DPSOH LOOXVWUDWHV D FDVH ZKHUH WKH VDOHV GHSDUWPHQW LV QRW SUHSDUHG WR GHDO ZLWK
WKH LQFUHDVH LQ VDOHV UHIHUUDOV H[SHULHQFHG LQ WKH VSHFLDOL]DWLRQ VFHQDULR 7KLV LPSOLHV WKDW WKH
FURVVVHOOLQJ HmRUW LQ WKH RWKHU GHSDUWPHQWV WKDW WU\ WR JHQHUDWH VDOHV OHDGV DUH ZDVWHG ZLWK
RXW REWDLQLQJ WKH GHVLUHG LQFUHDVH LQ VDOHV RQO\ FUHDWLQJ DGGLWLRQDO GHWULPHQWDO FRQJHVWLRQ
IRU WKH FHQWHU 7KH JHQHUDOLVW VFHQDULR RXWSHUIRUPV WKH VSHFLDOLVW ZRUN RUJDQL]DWLRQ LQ WKLV
LQVWDQFH EHFDXVH LW LV DEOH WR VSUHDG WKH DGGLWLRQDO ORDG FUHDWHG E\ UHIHUUDOV DFURVV PXOWLSOH
GHSDUWPHQWV DQG GHVSLWH WKH IDFW WKDW DYHUDJH WDON WLPHV LQFUHDVH PRUH 7KH PRGHO HQDEOHV
WKH TXDQWLnFDWLRQ RI WKHVH W\SHV RI FRPSOH[ WUDGHRmV









Base Scenario 1 Scenario 2 Restaff 1 (+6) Restaff 2 (+3)
)LJXUH  3URnWV IRU VHFRQG EDVH FDVH
$ FRPSDULVRQ RI WKH WZR H[DPSOHV OHDGV WR WKH FRQFOXVLRQ WKDW WKH QHJDWLYH LPSDFW RI
FURVVVHOOLQJ FDQ EH RYHUFRPH E\ PRYLQJ WR D QHZ ZRUN RUJDQL]DWLRQ LQ VRPH LQVWDQFHV 7KLV
FRPSDULVRQ IXUWKHU DOORZV RQH WR GUDZ WKH IROORZLQJ FRQFOXVLRQ 1RWH WKDW WKH GLmHUHQFH
EHWZHHQ WKH SURnWV IRU WKH EDVH FDVH DQG WKH WZR VFHQDULRV LQ WKH VHFRQG H[DPSOH LV PXFK
VPDOOHU WKDQ WKRVH LQ WKH nUVW H[DPSOH 2QH FDQ HDVLO\ HQYLVLRQ D WKLUG H[DPSOH ZKHUH LQLWLDO
FRQJHVWLRQ OHYHOV DUH VXFK WKDW DQ LQWURGXFWLRQ RI VDOHV DFWLYLW\ FRXOG OHDG WR ORZHU SURnWV
LQ WKH WZR VDOHV VFHQDULRV ZKHQ FRPSDUHG WR WKH EDVH FDVH ZLWK QR IRUPDO VDOHV SURJUDP LQ
HmHFW ,Q RWKHU ZRUGV LW LV SRVVLEOH WKDW WKH FRVWV RI FURVVVHOOLQJ FDQ H[FHHG LWV EHQHnWV
XQGHU DQ LQFUHDVHG VDOHV DFWLYLW\ VFHQDULR ZKHUH QR UHVWDpQJ DFWLRQ LV WDNHQ 7KLV GHFUHDVH
LQ SURnWV FRXOG EH REVHUYHG HYHQ WKRXJK WKH DGGLWLRQDO FRVWV RI LPSOHPHQWLQJ D FURVVVHOOLQJ
SURJUDP OLNH WUDLQLQJ FRVWV DQG WHFKQRORJ\ FRVWV DUH QRW LQFRUSRUDWHG LQ WKH DQDO\VLV
7KLV GLVFXVVLRQ FOHDUO\ GHPRQVWUDWHV WKDW LI QR DFWLRQ LV WDNHQ LQFUHDVHG VDOHV DFWLYLW\
FDQ VLPXOWDQHRXVO\ GHWHULRUDWH FXVWRPHU VHUYLFH PHDVXUHV DQG GHFUHDVH SURnWV DW D FDOO FHQ
WHU 'HOLYHU\ FKDQQHO GHVLJQ DQG WKH PDJQLWXGH RI WKH FKDQJHV RQ DYHUDJH WDON WLPHV DQG
HmHFWLYH FDOO YROXPHV ERWK SOD\ D UROH LQ GHWHUPLQLQJ WKLV FRQJHVWLRQ FRVW LQGLFDWLQJ WKH
QHHG WR GHVLJQ DQG LPSOHPHQW VDOHV SURJUDPV DSSURSULDWHO\ 7KH FRPSDULVRQ RI WKH WZR H[
DPSOHV OHDGV WR DQ LPSRUWDQW FRQFOXVLRQ 'LmHUHQW FDOO FHQWHUV FDQ VXFFHHG LQ FURVVVHOOLQJ
E\ DGRSWLQJ GLmHUHQW ZRUN RUJDQL]DWLRQV ,Q RWKHU ZRUGV QRW RQO\ LV WKH FRQJHVWLRQ FRVW
DVVRFLDWHG ZLWK FURVVVHOOLQJ D IXQFWLRQ RI WKH ZRUN RUJDQL]DWLRQ EXW DOVR D IXQFWLRQ RI FDOO
FKDUDFWHULVWLFV 7KH VDPH VDOHV SURJUDP LPSOHPHQWHG LQ DQRWKHU FHQWHU ZLWK GLmHUHQW FDOO
FKDUDFWHULVWLFV GLmHUHQW FDOO YROXPHV DQG FDOO OHQJWKV LQ WKLV LQVWDQFH OHDGV WR D GLmHUHQW
FKRLFH LQ WHUPV RI ZRUN RUJDQL]DWLRQ ,Q WKH SUHFHGLQJ DQDO\VLV GHOLYHU\ FKDQQHO GHVLJQV DUH
FRPSDUHG IURP D FDSDFLW\ SHUVSHFWLYH $V QRWHG HDUOLHU LQ 6HFWLRQ  RWKHU LVVXHV QHHG WR EH
FRQVLGHUHG LQ GHWHUPLQLQJ WKH LGHDO GHVLJQ
7KH QHHG IRU D WRRO WKDW FDQ GHWHUPLQH SURnW PD[LPL]LQJ VWDpQJ OHYHOV LQ FDOO FHQWHUV
LV DSSDUHQW IURP WKH SUHFHGLQJ DQDO\VLV 7KH DQDO\WLFDO DSSURDFK LQ WKLV SDSHU FDQ EH
XVHG WR FRPSDUH DQG DQDO\]H GLmHUHQW VDOHV VFHQDULRV 7KH DXWKRUV DUH FXUUHQWO\ ZRUNLQJ
RQ H[WHQGLQJ WKLV DQDO\VLV WR LGHQWLI\ WKH SURSHU UHVWDpQJ FKRLFH XQGHU HDFK VDOHV VFHQDULR
$Nz VLQ DQG +DUNHU E
 (PSLULFDO 9HULnFDWLRQ RI 6DOHV  6HUYLFH 7UDGHRm
,Q D IRUXP KHOG DW WKH :KDUWRQ 6FKRRO LQ )HEUXDU\  UHVXOWV IURP WKLV SDSHU ZHUH
SUHVHQWHG WR D JURXS RI SKRQH FHQWHU PDQDJHUV IURP DOO VHJPHQWV RI WKH nQDQFLDO VHUYLFHV
LQGXVWU\ 0RWLYDWHG E\ WKH UHVXOWV WKDW ZRUN RUJDQL]DWLRQ PDWWHUV DQG WKDW FURVVVHOOLQJ
LV QRW QHFHVVDULO\ SURnW HQKDQFLQJ LI LW LV QRW LPSOHPHQWHG SURSHUO\ D PDMRU UHWDLO EDQN
SHUIRUPHG D VWXG\ RI WKHLU RZQ FURVVVHOO SURJUDP DIWHU WKH IRUXP (YHQ WKRXJK WKHLU
DQDO\VLV GLG QRW XVH WKH PRGHO GHVFULEHG KHUHLQ WKHLU UHVXOWV FRQnUPHG WKH PDMRU TXDOLWDWLYH
UHVXOW RI WKLV SDSHU QDPHO\ WKDW ZRUN RUJDQL]DWLRQ PDWWHUV ,Q WKLV FDVH WKH EDQN IRXQG
WKDW D ZRUN RUJDQL]DWLRQ ZKHUH HDFK GHSDUWPHQW KDV LWV RZQ VDOHV DJHQWV DQG D VPDOO VDOHV
GHSDUWPHQW WKDW RQO\ GHDOV ZLWK RFFDVLRQDO FDVHV WKH QRQVSHFLDOL]DWLRQ VFHQDULR LV VXSHULRU
WR RQH ZKHUH VHUYLFH UHSUHVHQWDWLYHV WU\ WR JHQHUDWH OHDGV ZKLFK WKH\ WKHQ IRUZDUG WR D VDOHV
GHSDUWPHQW WKH VSHFLDOL]HG VFHQDULR 7KH H[LVWLQJ VDOHV SDUDGLJP DW WKH EDQN DW WKH WLPH
RI WKLV VWXG\ ZDV WKH VSHFLDOL]HG ZRUN RUJDQL]DWLRQ %DVHG RQ WKHLU UHVXOWV WKLV EDQN
V FDOO
FHQWHUV DUH QRZ UHVWUXFWXULQJ $ QHZ LQIRUPDWLRQ V\VWHP DFFRPSDQ\LQJ WKLV UHVWUXFWXULQJ
LV EHLQJ EXLOW
$ FORVH VFUXWLQ\ RI FURVVVHOOLQJ IXUWKHU GHPRQVWUDWHG WR PDQDJHPHQW WKDW RQH FRXOG
PDNH D GLVWLQFWLRQ EHWZHHQ W\SHV RI VDOHV WUDQVDFWLRQV ,Q SDUWLFXODU LW ZDV REVHUYHG WKDW
FHUWDLQ VDOHV WUDQVDFWLRQV WKDW DUH FRXQWHG DV UHYHQXH HQKDQFHUV LQ WKH FXUUHQW V\VWHP ZHUH
DFWXDOO\ GLPLQLVKLQJ UHYHQXH SRWHQWLDO IRU WKH EDQN ZKLOH RWKHUV LQGXFHG WKH FXVWRPHU WR
GHHSHQ WKHLU UHODWLRQVKLS ZLWK WKH EDQN HYHQ IXUWKHU $Q H[DPSOH RI WKH IRUPHU W\SH FRXOG EH
RYHUGUDIW SURWHFWLRQ LQ D FKHFNLQJ DFFRXQW UHVXOWLQJ LQ IRUHJRQH SHQDOW\ IHH HDUQLQJV IRU WKH
EDQN 7KH QHZ V\VWHP LV GHVLJQHG WR SURPSW DJHQWV IRU SURnWDEOH VDOHV RSSRUWXQLWLHV 7KLV
LV DQ DGGLWLRQDO LQVLJKW REWDLQHG E\ WKH EDQN
V VWXG\ ,W LQGLFDWHV WKDW DQ DQDO\VLV VLPLODU
WR WKH RQH SHUIRUPHG LQ WKLV SDSHU UDLVHV DZDUHQHVV UHVXOWLQJ LQ D GHHSHU XQGHUVWDQGLQJ
RI FHUWDLQ SKHQRPHQD ZHOO EH\RQG WKH FDSDELOLWLHV RI WKH PRGHO LWVHOI ,Q IXWXUH ZRUN WKH
UHYHQXH GLPHQVLRQ RI GLmHUHQW VDOHV HmRUWV ZLOO EH LQYHVWLJDWHG WR FDSWXUH WKH GLmHUHQFH
EHWZHHQ VDOHV DWWHPSWV WKDW DUH D VXFFHVV DQG WKRVH WKDW DUH QRW
,W LV LQVWUXFWLYH WR EULHo\ IRFXV RQ WKH GHWDLOV RI WKLV EDQN
V VWXG\ DQG KRZ LW ZDV SHU
IRUPHG 8VLQJ GDWD DYDLODEOH IRU WKH FXUUHQW RSHUDWLRQ DQG VRPH SURMHFWLRQV IRU WKH FDVH
ZLWK WKH GLmHUHQW ZRUN RUJDQL]DWLRQ WKH VWXG\ HVWLPDWHG FRVWV DQG UHYHQXHV JHQHUDWHG E\
HDFK FURVVVHOO VFHQDULR 2Q WKH FRVW VLGH WKHVH HVWLPDWHV DFFRXQW IRU GLmHUHQFHV LQ WUDLQ
LQJ H[SHQVHV DGGLWLRQDO WHOHFRPPXQLFDWLRQ H[SHQVHV LQFXUUHG GXH WR LQFUHDVHG WDON WLPHV
DGGLWLRQDO UHSUHVHQWDWLYH VSDFH GXH WR GLmHUHQFHV LQ VWDpQJ UHTXLUHPHQWV HVWLPDWHG XVLQJ
FXUUHQW VWDpQJ SROLFLHV DGGLWLRQDO UHSUHVHQWDWLYH SHUVRQQHO H[SHQVHV DJDLQ GXH WR GLmHU
HQFHV LQ VWDpQJ DQG DGGLWLRQDO DOORFDWLRQ H[SHQVHV 7KXV LW LV FOHDU WKDW WKH UHVXOWV UHSRUWHG
LQ WKLV SDSHU XQGHUHVWLPDWH WKH FRVW GLPHQVLRQ RI FURVVVHOOLQJ VLQFH RQO\ VWDpQJ FRVWV ZHUH
LQFRUSRUDWHG LQ WKH FXUUHQW DQDO\VLV 7KH GLmHUHQFHV LQ SURnWV UHSRUWHG HDUOLHU ZRXOG EH
PRUH GUDPDWLF LI WKHVH DGGLWLRQDO FRVWV ZHUH LQFOXGHG 2Q WKH UHYHQXH VLGH WKH EDQN
V VWXG\
DFFRXQWV IRU GLmHUHQFHV LQ WKH SHUFHQWDJH RI OHDGV WKDW DUH VXFFHVVIXOO\ FRQYHUWHG WR VDOHV LQ
HDFK RI WKH WZR ZRUN RUJDQL]DWLRQV 7KLV FRXOG EH D VRXUFH IRU DQRWKHU GLmHUHQFH ZLWK WKH
DQDO\VLV SHUIRUPHG KHUHLQ VLQFH WKH IUDPHZRUN LQ WKLV VWXG\ GRHV QRW DFFRXQW IRU GLmHUHQFHV
LQ OHDGVWRVDOHV FRQYHUVLRQ SHUFHQWDJHV 2QFH DJDLQ LQFRUSRUDWLQJ WKHVH FRXOG GUDPDWLFDOO\
LQFUHDVH WKH GLmHUHQFH LQ WKH UHYHQXH SRWHQWLDO EHWZHHQ WKH WZR ZRUN RUJDQL]DWLRQV
 &RQFOXVLRQV DQG 'LUHFWLRQV IRU )XWXUH 5HVHDUFK
7KH SUHFHGLQJ DQDO\VLV XVHV D SODXVLEOH H[DPSOH IURP D UHWDLO EDQNLQJ SKRQH FHQWHU WR GHPRQ
VWUDWH WKDW FURVVVHOOLQJ LV D FRVWO\ HQGHDYRU ,Q DGGLWLRQ WR LWV YLVLEOH FRVWV OLNH WUDLQLQJ DQG
WHFKQRORJ\ FRVWV FURVVVHOOLQJ LV VKRZQ WR KDYH GHWULPHQWDO HmHFWV RQ FXVWRPHU VHUYLFH GXH
WR WKH DGGLWLRQDO ORDG LW FUHDWHV RQ WKH V\VWHP :LWK D PRYH WR PRUH VHOOLQJ FDSDFLW\ QHHGV
ZLOO LQFUHDVH ERWK LQ WHUPV RI FXVWRPHU VHUYLFH UHSUHVHQWDWLYHV DQG LQ WHUPV RI LQIRUPDWLRQ
SURFHVVLQJ UHVRXUFHV 2QH VKRXOG QRWH WKDW WKH FDSDFLW\ LPSOLFDWLRQV RI FURVVVHOOLQJ SUR
JUDPV FDQ EH HDVLO\ RYHUORRNHG VLQFH WKHVH DUH OHVV YLVLEOH WKDQ ZKDW RQH H[SHFWV WR VHH RQ
WKH UHYHQXH VLGH 7KH DQDO\WLFDO DSSURDFK VXJJHVWHG LQ WKLV SDSHU LV FDSDEOH RI TXDQWLI\LQJ
WKH FDSDFLW\ LPSOLFDWLRQV RI FURVVVHOOLQJ DQG LQ WKLV VHQVH FRQVWLWXWHV DQ LPSRUWDQW WRRO WR
DLG GHFLVLRQ PDNLQJ
7KH DERYH H[DPSOHV VKRZ WKDW E\ UHVWDpQJ WKH FHQWHU FDQ RYHUFRPH VRPH RI LWV FRQ
JHVWLRQ UHODWHG SUREOHPV LQGXFHG E\ DGGLWLRQDO VDOHV DFWLYLW\ $ QHHG WR GHWHUPLQH WKH
DSSURSULDWH VWDpQJ OHYHOV DIWHU VXFK DQ LQFUHDVH LQ FDOO WUDpF KDV EHHQ H[SHULHQFHG LV DS
SDUHQW IURP WKLV GLVFXVVLRQ 7KH UHVWDpQJ SUREOHP FRQVWLWXWHV D QDWXUDO QH[W VWHS IRU WKLV
UHVHDUFK 7KH DXWKRUV DUH FXUUHQWO\ ZRUNLQJ RQ XVLQJ WKH SHUIRUPDQFH PRGHO RXWOLQHG KHUHLQ
LQ FRQMXQFWLRQ ZLWK DQ RSWLPL]DWLRQ PRGHO WR GHWHUPLQH HFRQRPLFDOO\ RSWLPDO VWDpQJ OHYHOV
IRU FDOO FHQWHUV $Nz VLQ DQG +DUNHU E
:KLOH UHVWDpQJ GRHV DOOHYLDWH FRQJHVWLRQ UHODWHG SUREOHPV DW D FHQWHU H[SHULHQFLQJ D
WUDQVLWLRQ WR PRUH VDOHV DFWLYLW\ WKH FRQWUDVW EHWZHHQ WKH WZR VDOHV VFHQDULRV WKDW ZHUH
DQDO\]HG VXJJHVWV WKDW VWDpQJ LV QRW WKH RQO\ IDFWRU WKDW QHHGV WR EH FRQVLGHUHG 'HVLJQLQJ
WKH ULJKW SURFHVV DQG DGRSWLQJ KXPDQ UHVRXUFH SUDFWLFHV WKDW VXSSRUW WKLV GHVLJQ DUH HTXDOO\
LPSRUWDQW LQ GHWHUPLQLQJ WKH VXFFHVV RI D FURVVVHOO SURJUDP 7KH H[DPSOHV DV ZHOO DV WKH
LQGHSHQGHQW VWXG\ SHUIRUPHG E\ WKH EDQN UHSRUWHG LQ 6HFWLRQ  HPSKDVL]H WKH FODLP WKDW
DGRSWLRQ RI WKH SURSHU ZRUN RUJDQL]DWLRQ WR VXSSRUW FURVVVHOOLQJ DFWLYLWLHV LQ UHWDLO EDQNLQJ
SKRQH FHQWHUV FRQVWLWXWHV D FULWLFDO VXFFHVV IDFWRU￿
5HIHUHQFHV
>@ $Nz VLQ 2= DQG +DUNHU 37 ?0RGHOOLQJ D SKRQH FHQWHU $QDO\VLV RI D PXOWLFODVV
PXOWLUHVRXUFH SURFHVVRU VKDUHG ORVV V\VWHP :RUNLQJ 3DSHU )LQDQFLDO ,QVWLWXWLRQV
&HQWHU 7KH :KDUWRQ 6FKRRO D
>@ $Nz VLQ 2= DQG +DUNHU 37 ?6WDpQJ DQ LQERXQG FDOO FHQWHU :RUNLQJ 3DSHU E
>@ $Nz VLQ 2= DQG +DUNHU 37 ?&RPSXWLQJ SHUIRUPDQFH PHDVXUHV LQ D PXOWLFODVV
PXOWLUHVRXUFH SURFHVVRU VKDUHG ORVV V\VWHP :RUNLQJ 3DSHU 
>@ $OELQLDN 3 .O\FH - &URZOH\ 0 HGV ?%DQNV XVLQJ FDOO FHQWHUV WR VDYH PRQH\
ERRVW SURnWV %DQN $XWRPDWLRQ 1HZV   
￿7KLV UHVHDUFK ZDV IXQGHG E\ D JHQHURXV JUDQW IURP WKH $OIUHG 3 6ORDQ )RXQGDWLRQ 7KH DXWKRUV ZRXOG
OLNH WR WKDQN WKH )LQDQFLDO ,QVWLWXWLRQV &HQWHU DW WKH :KDUWRQ 6FKRRO IRU WKHLU VXSSRUW
>@ -RKQVRQ (0 DQG 6H\PRXU '7 ?7KH LPSDFW RI FURVV VHOOLQJ RQ WKH VHUYLFH HQFRXQWHU
LQ UHWDLO EDQNLQJ ,Q &]HSLHO -$ 6RORPRQ 05 6XSUHQDQW &) HGLWRU 7KH 6HUYLFH
(QFRXQWHU SDJHV ^ 
>@ 5DWKPHOO -0 0DUNHWLQJ LQ WKH 6HUYLFH 6HFWRU :LQWKURS 3XEOLVKHUV 
>@ 5LFKDUGVRQ / %DQNHUV LQ WKH 6HOOLQJ 5ROH -RKQ :LOH\ 	 6RQV 
>@ :ULJKW ' %DQN 0DUNHWLQJ )RU WKH V -RKQ :LOH\ 	 6RQV 
7R 6HOO RU 1RW 7R 6HOO
'HWHUPLQLQJ WKH 7UDGHRmV %HWZHHQ 6HUYLFH DQG 6DOHV LQ 5HWDLO
%DQNLQJ 3KRQH &HQWHUV
$33(1',;
7KH UHWDLO EDQNLQJ VWXG\ LV DQ LQWHUGLVFLSOLQDU\ UHVHDUFK HmRUW DLPHG DW XQGHUVWDQGLQJ WKH
GULYHUV RI FRPSHWLWLYHQHVV LQ WKH LQGXVWU\ ZKHUH FRPSHWLWLYHQHVV PHDQV QRW VLPSO\ nUP
SHUIRUPDQFH EXW WKH UHODWLRQVKLS EHWZHHQ LQGXVWU\ WUHQGV DQG WKH H[SHULHQFHV RI WKH UHWDLO
EDQNLQJ ODERU IRUFH )ROORZLQJ DQ LQLWLDO H[SORUDWRU\ SKDVH FRQVLVWLQJ RI RSHQHQGHG DQG
VWUXFWXUHG LQWHUYLHZV ZLWK LQGXVWU\ LQIRUPDQWV WKH VHFRQG SKDVH RI WKH VWXG\ ZDV ODXQFKHG
HQWDLOLQJ D GHWDLOHG VXUYH\ RI WHFKQRORJ\ ZRUN SUDFWLFHV RUJDQL]DWLRQDO VWUDWHJ\ DQG SHU
IRUPDQFH LQ  86 UHWDLO EDQNV 7KH WHDP VRXJKW WR VXUYH\ D JURXS RI EDQNV WKDW FRXOG
\LHOG WKH EURDGHVW FRYHUDJH RI WKH WUHQGV LQ KXPDQ UHVRXUFHV WHFKQRORJ\ DQG FRPSHWLWLYH
QHVV LQ WKH LQGXVWU\ 7KH VXUYH\ ZDV QRW LQWHQGHG DV D UDQGRP VDPSOH RI DOO 86 EDQNV
UDWKHU WKH IRFXV ZDV RQ WKH ODUJHVW EDQNV LQ WKH FRXQWU\ ,Q WKH HQG WKH DSSURDFK JDLQHG
WKH SDUWLFLSDWLRQ RI EDQNV KROGLQJ RYHU  RI WKH WRWDO DVVHWV LQ WKH LQGXVWU\ LQ  $
OLVW RI WKH  ODUJHVW EDQN KROGLQJ FRPSDQLHV %+&V LQ $PHULFD DW WKH EHJLQQLQJ RI 
ZDV FRPSLOHG 0HUJHU DFWLYLW\ DQG WKH IDFW WKDW D QXPEHU RI %+&V KDG QR UHWDLO EDQNLQJ
RUJDQL]DWLRQ GHnQHG DV DQ HQWLW\ WKDW SURYLGHV nQDQFLDO VHUYLFHV WR LQGLYLGXDO FRQVXPHUV
UHGXFHG WKH SRVVLEOH VDPSOH WR  %+&V
3DUWLFLSDWLRQ LQ WKH VWXG\ UHTXLUHG VXEVWDQWLDO WLPH DQG HmRUW RQ WKH SDUW RI RUJDQL]D
WLRQV &RPPLWPHQW WR SDUWLFLSDWLRQ ZDV VRXJKW DQG WKH  ODUJHVW %+&V ZHUH DSSURDFKHG
GLUHFWO\  %+&V DJUHHG WR SDUWLFLSDWH ZLWK DW OHDVW RQH UHWDLO EDQNLQJ HQWLW\ 6HYHQ RI
WKHVH %+&V HQJDJHG WKH SDUWLFLSDWLRQ RI WZR RU PRUH UHWDLO EDQNV JLYLQJ D WRWDO RI 
SDUWLFLSDWLQJ UHWDLO EDQNV LQ WKH VDPSOH 0XOWLSOH TXHVWLRQQDLUHV ZHUH GHOLYHUHG WR HDFK RU
JDQL]DWLRQ LQ WKH VDPSOH )RU WKLV JURXS RI EDQNV TXHVWLRQQDLUHV ZHUH GHOLYHUHG WR IRXU WRS
PDQDJHUV WKH KHDG RI WKH UHWDLO EDQN WKH WRS nQDQFH RpFHU WKH WRS PDUNHWLQJ RpFHU DQG
WKH WRS PDQDJHU UHVSRQVLEOH IRU WHFKQRORJ\ DQG LQIRUPDWLRQ V\VWHPV 7KHVH EDQNV UHFHLYHG
TXHVWLRQQDLUHV IRU RQH PDQDJHU RI D EDQN WHOHSKRQH FHQWHU RQH IRU D EUDQFK PDQDJHU DQG
RQH FXVWRPHU VHUYLFH UHSUHVHQWDWLYH &65 LQ WKH EDQN
V ?KHDG RpFH EUDQFK GHnQHG DV WKH
EUDQFK FORVHVW WR WKH EDQN
V KHDGTXDUWHUV ,Q DGGLWLRQ D UHVHDUFKHU RQVLWH LQ WKLV EUDQFK
JDWKHUHG GDWD DERXW EXVLQHVV SURFHVV oRZV IRU FKHFNLQJ DQG VPDOO EXVLQHVV ORDQV ,GHQWLFDO
TXHVWLRQQDLUHV ZHUH PDLOHG WR nYH PRUH EUDQFK PDQDJHUV DQG WR &65V LQ WKRVH EUDQFKHV
,Q WKHVH TXHVWLRQQDLUHV WKH &65V WKHPVHOYHV PDSSHG SURFHVVHV DVVRFLDWHG ZLWK KRPH HTXLW\
ORDQV FKHFNLQJ DFFRXQWV FHUWLnFDWHV RI GHSRVLW PXWXDO IXQG DFFRXQWV DQG VPDOO EXVLQHVV
ORDQV
,Q ODWH  VXUYH\V ZHUH PDLOHG WR WKH QH[W ODUJHVW  %+&V IROORZHG ZLWK D WHOHSKRQH
FDOO 6L[W\IRXU RI WKHVH %+&V DJUHHG WR SDUWLFLSDWH LQ WKH VWXG\ ZLWK IRXU RI WKHVH HQJDJLQJ
WKH SDUWLFLSDWLRQ RI WZR RU PRUH UHWDLO EDQNV LQ WKH %+&V VR WKDW D WRWDO RI  SDUWLFLSDWLQJ
UHWDLO EDQNV FRQVWLWXWHG WKH VDPSOH RI WKH PDLOHG VXUYH\ )RU WKLV JURXS RI EDQNV WKH KHDG
RI WKH UHWDLO EDQN ZDV VXUYH\HG 0DQ\ RI WKH TXHVWLRQV GLUHFWHG WR RWKHU WRS PDQDJHUV
ZHUH FRQVROLGDWHG LQWR WKLV VXUYH\ )RU WKLV VDPSOH TXHVWLRQQDLUHV ZHUH DOVR PDLOHG WR RQH
WHOHSKRQH FHQWHU PDQDJHU RQH EUDQFK PDQDJHU DQG RQH &65 LQ WKH KHDG RpFH EUDQFK
